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ABSTRACT 
The research focuses on the Management Development Programmes(MDPs) and the 
development of emotional Intelligence of the MDP participants. It tests the 
effectiveness of the MDPs in enhancing the emotional competencies of the 
participating managers, Emotional competency is the learned capacity based on 
emotional mteU\get\ce tb.at contei.but.es to effective performance at work. This study 
has been carried out within the context of Durgapur Steel Plant (DSP), a unit of Steel 
Authority of India Limited (SAIL). DSP is a large integrated steel plant in West 
Bengal, India where "people development" is a major issue. 
MDPs are tools that bring about management development through training in the 
organizational context. The generic objectives of the management development 
programmes are to broaden the managers' vision and stimulate a more creative & 
innovative approach to problem solving and decision making in the organisation. The 
methodology of the MDPs generally includes class room lectures, case studies, 
individual and group exercises, role play, management games, syndicate discussions, 
project presentations etc Many of the MDPs lead to sharpening of attitude and the soft 
skills of the participants. 
Emotional Intelligence (EI) has been defined as the capacity for recognizing our own 
feelings and those of others, for motivating ourselves, and for managing emotions well 
in ourselves and in our relationships. Emotional intelligence describes abilities distinct 
from, but complementary to, academic intelligence or the purely cognitive capacities 
measured by Intelligence Quotient or IQ. It can also be defined as the capacity to think 
intelligently about our emotions and to have our emotions help us to learn how to 
think more intelligently. Emotionally intelligent people can regulate one's own 
emotions as well as others' emotions. 
MDPs have generally been evaluated for their effectiveness in terms of knowledge and 
skill development. Moreover, training evaluation in general and MDP evaluation in 
particular make an attempt to measure the overall organizational impact in terms of the 
change in profit margin, employee morale etc. The existing training evaluation models 
are Korb's(1956), Lynton & Pareek's(1967), Kirkpatrick's(1967), Warr's(1969). 
Hamblin's(1974) and Virmani & Premila's(1985). Training evaluation has long been 
of interest to organisations and researchers. But the existing MDP evaluation models 
often lack objectivity, measurability and systemic approach. To evaluate the soft skill 
based MDPs in quantifiable and objective manner is very challenging. This research 
attempts to evolve a training evaluation model applicable to the soft skill-based and 
attitude-based MDPs. This study has used the El measurement approach to training 
evaluation. This approach to MDP evaluation is also suitable for any Leadership 
Development Programme, because the "primal job of a leader is emotional". 
This research study has the following five objectives : 
> To evolve a new Training Evaluation model : "Training Evaluation through 
Emotional Intelligence measurement" for the soft skill-based MDPs. 
> To study the inter-relationship between various socio-demographic factors and 
emotional intelligence of the frontline managers in SAIL/DSP. 
> To study the average level of Emotional Intelligence of the frontline managers 
at SAIL/DSP. 
> To test the effectiveness of the selected MDPs in enhancing various Emotional 
competencies of the participating managers. 
> To explore ways to develop the Emotional Intelligence of the people and 
sustain it for a longer period. 
For this study three MDPs were selected from a total of 13 MDPs which are regularly 
conducted at Centre for HRD, Durgapur Steel Plant. Programme content analysis was 
done to select the three MDPs for this study. Opinions of the El experts and the 
trainers were taken into consideration for deciding the MDPs whose content and 
methodology were hopefully catering to the EI enhancement in the participants. The 
programmes selected are Enhancing Managerial Effectiveness(EME), Action 
Leadership Programme(ALP) and Management Development Programme - II (MDP-
II). All the three MDPs are conducted for the experienced frontline Managers of 
SAIL/DSP. EME is for Sr.Managers and ALP for Dy.Managers, Managers and 
Sr.Managers. MDP - II is for Dy.Managers and Managers. Participants of these three 
MDPs come from various departments of DSP and they all have at least 8 to 9 years of 
work experience. The MDP participants are mostly professionals like engineers, 
ICWAIs, CAs, MB As, Doctors etc. 
In the Research Design, it was decided that one particular programme of each of the 
three selected MDPs would be chosen for evaluation in this study. Accordingly, 
MDP - II (Duration : 4 days) held between 17/01/2006 and 20/01/2006, ALP 
(Duration : 3 days) held between 01/02/2006 and 03/02/2006 and the EME (Duration : 
5 days) held between 07/03/2006 and 11/03/2006 were considered for the study. This 
particular cluster of programmes were held consecutively (in January, February and 
March, 2006) within a short span of time. Emotional Competencies of all the 
participants (total 29 participants) of the three programmes were found out once 
before training and once again, 6 months after training. A Control Group consisting of 
15 front line managers of DSP who were Dy. Managers, Managers and Sr. managers 
was formed. The members of the control group were not imparted any training input 
and were measured twice for their emotional competencies, once in March, 2006 and 
once more in September, 2006. The members of Experimental Groups and the Control 
Group were evaluated twice at a gap of 6 months, because research results say that it 
takes typically 6 to 7 months time to develop EI competencies in people. As the single 
control group was formed and used for evaluating and comparing the three 
Experimental Groups, this control group is known as Pooled Control Group. 
For evaluation of learning from the MDPs, Learning Index has been calculated for 
each participant of the various MDPs and also for each member of the Pooled Control 
Group separately. "Learning Index" can be calculated with the help of pre-training and 
post-training scores. Greater the Learning Index for any particular programme, better 
it is in respect of participant's learning. Learning Index is defined as follows : 
Post-training score(%) - Pre-training score(%) 
Learning Index = X 100 
(100- Pre-training score(%)) 
In this study, the emotional intelligence of the MDP participants and the control group 
members has been worked out using the standard, valid and reliable instrument called 
ECI - 2.0 designed by HayGroup, USA. The instrument has been designed in 2002 by 
Richard Boyatzis and Daniel Goleman. ECI - 2.0 is basically an instrument having a 
total of 72 meaningful statements/questions covering 18 individual emotional 
competencies. Each statement would draw one of the 6 type of responses namely -
never, rarely, sometimes, often, consistently and Don't Know. ECI - 2.0 is a multi-
rater assessment system of measuring somebody's emotional intelligence. In this 
research work "assessment by others" has been chosen as the means to calculate the 
Emotional Intelligence of the MDP participants and the members of the Pooled 
Control Group. Self-assessment has been avoided here for eliminating the possibility 
of "faking good" by the candidates. The Reporting Officer, two selected peers and 
two selected juniors of the person concerned have participated in assessing the 
emotional intelligence of the person concerned by independently responding to ECI -
2.0 instrument. The average of the assessments done by three groups namely reporting 
officer, peer and junior has been considered as the final Emotional Intelligence of a 
person. Emotional competency of each person has been finally calculated on a five-
point Likert scale. As per the Goleman model of emotional intelligence, there are 18 
individual emotional competencies that constitute four clusters. 
The clusters are - Self Awareness, Self Management, Social Awareness and 
Relationship Management. There is also a concept of Mandatory Competencies that 
include a total of six most essential individual competencies. 
Self awareness cluster includes three emotional competencies - Accurate self 
assessment. Emotional self awareness and Self confidence. Self Management cluster 
has six competencies such as Emotional self control, Transparency, Adaptability. 
Achievement orientation, Initiative and Optimism. Social awareness cluster has three 
competencies - Empathy, Organisational awareness and Service orientation. Finally. 
Relationship management cluster includes six emotional competencies like 
Inspirational leadership. Influence, Developing others. Change catalyst, Conflict 
management and Teamwork & collaboration. 
According to the Goleman model, there is no concept of overall Emotional 
Intelligence. The total or average of all the individual competencies for any person 
cannot give any meaningful information about that person, because nobody is 
expected or required to have high ratings in all the competencies for being successful. 
Rather, there are some competencies which are antagonistic and there are some which 
may have alternate manifestations. For example, if someone demonstrates a great deal 
of Self control, he may not demonstrate Initiative. Individuals may be equally 
effective in many ways. 
But there are some competencies which are mandatory for an individual's 
effectiveness and success. The mandatory competencies are Accurate self assessment, 
Emotional self awareness. Self confidence. Emotional self control. Empathy and 
Influence. The measure of the mandatory competencies is very important and 
meaningful for any person. 
Now, the individual emotional competencies are defined below : 
( nmifllteiicy'^ 
Accurate Self-
Assessment 
Achievement 
Orientation 
Adaptability 
Change Catalyst 
Conflict 
Management 
Developing Others 
Emotional Self-
Awareness 
Emotional Self-
Control 
Empathy 
Influence 
Initiative 
Inspirational 
Leadership 
Optimism 
Organizational 
Awareness 
Self-Confidence 
Service 
Orientation 
Teamwork and 
Collaboration 
Transparency 
l U r : - ^  -':,' X^i-^^' 4 '" '^fDefinition 
Knowing one's inner resources, abilities, and limits. 
Striving to improve or meeting a standard of excellence. 
Flexibility in handling change. 
Initiating or managing change. 
Negotiating and resolving disagreements. 
Sensing others' development needs and bolstering their 
abilities. 
Recognizing how our emotions affect our performance. 
Keeping disruptive emotions and impulses in check. 
Sensing others' feelings and perspectives, and taking an active 
interest in their concerns. 
Having impact on others. 
Readiness to act on opportunities. 
Inspiring and guiding individuals and groups. 
Persistence in pursuing goals despite obstacles and setbacks 
Reading a group's emotional currents and power relationships. 
A strong sense of one's self-worth and capabilities. 
Anticipating, recognizing, and meeting customers' or clients' 
needs. 
Working with others towards a shared goal. Creating group 
synergy in pursuing collective goals. 
Maintaining integrity, acting congruently with one's values. 
For this study, all the 29 MDP participants (EME : 10, ALP : 4 and MDP : 15) of the 
targeted programmes have been evaluated in terms of their emotional competencies. 
So it is a case of census enumeration. And the Pooled Control Group consisting of 15 
members has been formed on the basic of "convenience sampling". Therefore, there 
are 44 members (29+15) belonging to three experimental groups and one Pooled 
Control Group whose emotional intelligence has been measured. Five DSP 
managers(one Reporting Officer, two peers and two juniors) have assessed one MDP 
participant or one member of the Pooled Control Group in respect of his Emotional 
Competencies. It means that these assessors are actually the respondents for this study. 
Ideally there should have been a total of 220 respondents (5 x 44) and 440 responses 
(once collected before training and another time, after training ). It may be noted that 
in the before-training assessment phase, for all the four groups (three Experimental 
Groups and one Pooled Control Group), a total of 201 fiUed-in questionnaires were 
returned and in the after-training assessment phase 183 fiUed-in forms could be 
collected. So, a total of 384 forms filled in by the respondents for assessment of the 44 
managers including both Experimental Group members and Pooled Control Group 
members were returned. Therefore, an average 87% of the selected respondents on 
overall basis actually responded in this study. 
In this study, data collection and analysis have been done in two parts - i.e the Main 
Study and Auxiliary Study. The data have been analysed in quantitative and 
qualitative dimensions in the main and auxiliary study respectively. Method of data 
analysis in brief is given below : 
> Main study (quantitative) 
a) Kruskal-Wallis test (non-parametric) has been used. 
b) Learning Index (Individual Competency-wise), Learning Index (Cluster-wise). 
Learning Index (Mandatory competency-wise) have been calculated for all the 
MDP participants and the members of the Pooled Control Group. 
c) Learning Index (group-wise) have been compared which means that the mean 
ranks of the Learning Indexes for the three experimental groups and the Pooled 
Control Group have been found out and compared. 
d) Correlation between EI competencies & various demographic factors like age, 
work experience, level in the organisation's hierarchy etc has been tested. 
> Auxiliary study (qualitative) has been carried out by interviewing the DSP 
managers and preparing a case study on "Leadership Development Process". 
The important findings from the main study are given below ; 
• Improvement observed in nine competencies after EME Programme 
Conflict Management, Accurate Self Assessment, Self Confidence, Achievement 
Orientation, Adaptability, Emotional Self Control, Transparency, Organisational 
Awareness, Service Orientation. 
• Improvement noted in ten competencies after Action Leadership Programme 
Emotional Self Awareness, Self Confidence, Achievement Orientation, 
Adaptability, Emotional Self Control, Optimism, Transparency, Organisational 
Awareness, Service Orientation, Change Catalyst. 
• Improvement observed in only two competencies after MDP-II 
Accurate Self Assessment and Emotional Self Control 
• No improvement reported in six competencies for all the 3 MDPs 
Initiative, Empathy, Developing Others, Inspirational Leadership, Influence, 
Teamwork & Collaboration. 
Cluster-wise enhancement of competencies (based on Learning Index) 
^^"^--^^^^ Programs 
Clusters ^^~^-- ,^^ __^ 
Self Awareness 
Self Management 
Social Awareness 
Relationship Management 
Mandatory Competencies 
EME 
Nil 
/ 
/ 
Nil 
^ 
ALP 
Nil 
v^ 
Nil 
Nil 
•/ 
MDPII 
Nil 
Nil 
Nil 
Nil 
Nil 
Pooled Control 
Group 
Nil 
Nil 
Nil 
Nil 
Nil 
DSP Managers' average competencies (before training) have been found to be 
quite good. Most of them are greater than 3.5 on a 5-point scale. But the % 
improvement due to training has been found to be not at all satisfactory. It is 
presented in the following table : 
Cluster-wise percentage improvements due to the participation in the MDPs 
\ Cluster 
Groups \ ^ 
EME 
ALP 
MDPII 
Self 
Awareness 
1.3% 
5.1% 
Nil 
Self 
Mgmt. 
4.0 % 
4.9 % 
Nil 
Social 
Awareness 
2.1 % 
Nil 
Nil 
Relationship 
Mgmt. 
0.8 % 
Nil 
Nil 
Mandatory 
Competencies 
1.6% 
1.3% 
Nil 
The average % improvement in Emotional Intelligence due to the various MDPs has 
been calculated as per following formulae: 
Net Improvement = (Post-training score - Pre-training score) for experimen 
- (Post-training score - Pre-training score) for pooled -""•'"i" 
ital group 
control group 
% improvement = 
Net Improvement X 100 
Pre-training score 
Some notable findings 
• The average existing level of various EI competencies and clusters of the 
SAIL/DSP managers is found to be quite good. 
• The average improvement in EI competencies of the SAIL/DSP managers due to 
the MDPs is not significant in general. 
• In respect of some competencies/clusters there are some appreciable improvement 
observed due to the MDP concerned. 
• In MDP-II, though inputs were given on "Subordinate development'", the 
competency of "Developing Others" has not been improved by MDP-II. 
• In EME, a lot of input is given on Teamworking, Co-ordination etc, but no 
improvement is seen in "Teamwork & Collaboration" after the training. 
• Some of the important competencies are found to be not taken care of by any of 
the three programmes. 
• In this study no correlation has been found between any of the socio-demographic 
factors relating to the DSP managers and their Emotional Intelligence. 
Learnings from the Auxiliary Study (Case Study) 
• Emotional Competencies are the Leaders' Key to success. 
• Learning Goals for the managers have to be set by the learner himselfAierself for 
the purpose of effective learning. 
• Goals are to be built on one's strengths, not weaknesses. 
• Training or Coaching Methods should match with the learner's preferred learning 
style so that he/she can learn and enjoy at the same time. 
• To sustain the learned competencies a comprehensive Leadership Development 
Process is needed. An isolated training programme may not be effective in 
improving and sustaining the emotional competencies. 
EME and ALP have been found to be quite effective in respect of EI enhancement in 
the participating managers. It is recommended that EME & ALP programmes are to be 
further strengthened in respect of methodology and contents. But, it is advisable to 
replace the MDP-II programme by some new Leadership Programme such as 
"Developing Emotional Intelligence". A systematic and modern "Leadership 
Development Process" should start in SAIL / DSP that should include Emotional 
Intelligence enhancement scheme through "training" and "non-training" interventions. 
The study has its share of limitations. The scope is limited to one organisation only. 
Furthermore, in this study about 13 % of the selected respondents have not returned 
10 
the filled-in questionnaires, which may have affected the quality of "findings" to some 
extent. 
Future researchers may use same approach to study the effectiveness of various 
Management Development Programmes in improving the Emotional Intelligence or 
other soft skills of the participating managers and supervisors across others 
organisations and industries. 
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PREFACE 
Training and Development is a topical subject. In the area of Human Resource 
Development the field of management training and development has assumed great 
significance in the present day organizations. The need of the hour is to design and 
organize apt Management Development Programmes (MDPs) to address the issue of 
developing soft skills in the managers. Presently, the focus is on qualitative 
improvement of the existing MDPs held in the business organizations. 
Durgapur Steel Plant (DSP) is an integrated steel plant operating under the aegis of 
Navratna PSU, Steel Authority of Indian Ltd. (SAIL). DSP puts in continuous efforts 
to improve the quality of its MDPs conducted for its frontline mangers at its Centre for 
HRD. For this purpose, effectiveness of the existing programmes needs to be 
evaluated first. The systematic and objective evaluation of soft skill-based MDPs is 
not only very challenging in the context of SAIL/DSP but also in any kind of business 
organizations. 
The extant studies in the area of MDP evaluation in India and abroad have not been so 
objective and quantifiable. Moreover, whether the improvements noticed after training 
is due to the impact of training intervention or that of other variables is extremely 
difficult to ascertain. A key imperative, therefore, is to evaluate the soft skill-based 
MDPs in an objective manner. Present study is an effort in that direction. 
This Study attempts to present a new Training Evaluation Model: "Training 
Evaluation through Emotional Intelligence Measurement" for the soft skill-based and 
attitude-based MDPs. For measuring the emotional competencies of the MDP 
participants before and after training, one of the most comprehensive and "researched 
upon" instruments has been used in this study. This instrument (called ECI - 2.0) has 
been developed by Dr. Goleman and Dr. Boyatzis of M/s HayGroup, USA. The 
present study has also used the concept of a "Pooled Control Group" for the purpose 
of objective evaluation. 
This thesis is divided into seven chapters. Chapter-1 presents an overview of Training 
and Development highlighting the aspect of MDPs and their evaluation. Chapter-2 is 
an attempt to give a conceptual framework of Emotional Intelligence. Chapter-3 deals 
with the specifics of the Management Development Programmes held in Durgapur 
Steel Plant, a unit of SAIL. Chapter-4 reviews the various earlier studies in the areas 
of MDPs, Training Evaluation, Emotional Competences and their measurement in the 
organizational context of India and abroad. Chapter-5 describes the methodology used 
for this study in detail. Chapter-6 presents a summary of results and discussion. It 
corroborates findings of this study in the context of other studies conducted earlier. 
Chapter-7 proposes the steps that may help designers and evaluators of Management 
Development Programmes and Leadership Development Programmes in bringing 
organizational excellence through Management Training and Development. It also 
contains a section suggesting future research directions. 
At the end Select Bibliography and Annexures are given. The bibliography is provided 
for ready reference of the future researchers in this area. 
It is hoped that the findings of the study would be of interest to the researchers, 
academicians, management trainers, HRD experts, EQ consultants and others. 
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Chapter 1 
An Introduction to Training & Development 
1.0 Basic Concept of Training, Education and Development 
Training may be defined as a planned programme designed to improve 
performance and bring about changes in knowledge, skills, attitude and social 
behaviour of employees. The major objective as well as outcome of training is 
learning and its subsequent application. Training is an important subsystem of 
HRD, the other subsystems being career planning, performance management, 
organization development (OD), job enrichment etc. The individuals discover 
and exploit their own inner potential through training. 
Some people make a distinction between training and education. To them, 
training is concerned with the teaching of specific, factual, narrow-scoped 
subject matter and skills primarily of a motor or mechanical nature, while 
education is concerned with broader subject matter of a conceptual or 
theoretical nature and the development of personal attitudes and philosophies. 
But people basically act as integrated beings, whose knowledge, skills, and 
attitudes are interrelated and inseparable. To make a distinction between 
training and education is to ignore these interrelationships. The development of 
knowledge, skills, and attitudes cannot be compartmentalized. A distinction is 
sometimes made between training and development. Training is thought of as 
formal classroom learning activities, while development is thought of as all 
learning experiences, both on and off the job, including formal, classroom 
training. This distinction is important because it serves to emphasize the notion 
that formal classroom learning will be minimally effective at best, if on-the-job 
experience and learning are not consistent with and supportive of it (Watson, 
1979). 
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Generally the training policies are formulated by the HR manager at the 
request of line managers. The training objectives are laid down keeping in 
view the company's goals and objectives. But the general objectives of any 
traming programme are : 
• To impart the basic knowledge and skill to the new entrants and enable 
them to perform their jobs well. 
• To equip the employees to meet the changing requirements of the job and 
the organization. 
• To help the employees learn the new techniques and ways of performing 
the job or operations. 
• To prepare employees for higher level tasks and build up a second line of 
competent managers (Rao, 2000). 
1.1 Principles of Adult Learning 
Learning is a relatively permanent change in behaviour that occurs as a result 
of insight, practice or experience. It is simply an addition (new information / 
knowledge) or subtraction (i.e. unlearning some old habit) or modification 
(adjusting new knowledge to old). In the training-learning area there are two 
concepts - one is Pedagogy(art and science of teaching children) and the other 
one is Andragogy (art and science of helping adults learn). Though there are 
many things common between the two, here the emphasis will be given on the 
Andragogy concept. Learning (in terms of Knowledge, Skill, Attitude etc.) is a 
complicated process. No one can authentically claim to know how it occurs. 
However, we do know that learning takes place more readily in some 
circumstances than in others, and that it can to a great extent be influenced. To 
facilitated, learning, a trainer needs to understand the various factors 
(mentioned below) which bear upon the learning process (Verma, 1998). 
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Motivation: The most important factor in learning is "motivation to 
learn". Usually for any individual, more the motivation to learn, more 
the learning is. What motivates one person to learn may of course be 
quite different from what motivates another. So, the motivation is 
learner-specific. 
Stimulus, Response and Reinforcement: Rewarded behaviour is learned 
and tends to be repeated under similar conditions in future and vice-
versa. 
Feedback or knowledge of results : The learner needs to know (from 
the trainer or colleagues or the learning situation itself) if he has been 
successful. The more the learner knows about what he is doing, the 
more rapidly is he able to make improvements in his performance. 
Participation and Practice: The more a trainee participates in the 
learning situation, the more effective will be the learning. Most trainees 
need to repeat the behaviour several times before they remember it. 
This is more so when an adult learner develops some skill. 
There are several types of learning situation, each with its own ways of 
producing learning. Psychologists have named these kinds of learning 
as (1) Classical conditioning, (2) Operant conditioning & (3) Cognitive 
learning (Singh, 1998). 
Classical conditioning: For a particular human being, it is found that a 
particular kind of emotional response is produced against a particular 
stimulus. Emotional response to stimuli might have been acquired in 
childhood. As some emotional responses to stimuli have been learned 
through repetitions, they can also be unlearned by conscious efforts. 
The extinction and reconditioning of, say, disturbing emotional 
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responses (i.e. one form of behaviour therapy) through continued 
practice is a great example of classical conditioning. 
• Operant conditioning: This is another learning situation considered 
distinct from classical conditioning. Reinforcement is the key word for 
understanding operant behaviour. Reinforcer is something like a 
reward. For example, "well done" from the boss after accomplishment 
is an example of reinforcer. Some of our beliefs, customs etc. may be 
learned through the mechanism of operant conditioning. It helps us to 
shape / reshape human behaviour. 
• Cognitive learning: People learn many things just by being exposed to 
them. For example, someone reads a book and learns something. 
Learning situations where information is stored and processed by mind 
without explicit manipulation of reinforcers is called cognitive. The 
literal meaning of the word cognitive is "processing of input from the 
senses". Cognitive learning can be defined as a change in the way 
information is processed as a result of experience a person has had. 
1.2 A Systematic Approach to Training (SAT) 
Earlier days there was one form of on-the-job training called "Sitting by 
Nellie". Here Nellie was an experienced craftsman from whom the trainees 
would learn the things slowly in a less than professional manner. This "Nellie" 
training is based on observing an expert and learning by "psychological 
osmosis" (Verma, 1998). This training has many drawbacks and is not very 
systematic. 
But, training is most effective when it is planned, implemented and evaluated 
in a systematic way. Unplanned, uncoordinated and haphazard training efforts 
greatly reduce the learning that can be expected (Rao, 2000). Table 1.1 shows 
3 major components of a Systematic Approach to Training. 
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Table 1.1 A Systematic Approach to Training 
1. Assessment 
• Determine training needs 
• Identify training 
objectives 
2. Implementation 
• Select training methods 
• Conduct training 
3. Evaluation 
• Compare training 
outcomes against 
criteria. 
Many organisations are imparting training as per the SAT. For example, Steel 
Authority of India Limited(SAIL) is encouraging its managers to learn SAT in 
detail (through a training programme called "Manager as Trainer") before they 
become trainers for various training programmes. These trained trainers are 
then assessing the training needs, conducting programmes and evaluating their 
impact with all seriousness as laid down in the Systematic Approach to 
Training. 
1.3 Changes in training practice 
Today training has in fact gone beyond SAT. The simplicities of 30 years ago 
that had qualified a trainer to be in complete charge of his/her session are over. 
Those days, the whole training programme would be announced in advance 
with topics and times detailed and the participants / trainees would follow it 
almost in letter and sprit. At present, training has come of age and is expected 
to make an adult contribution measured by effectiveness and cost. In today's 
turbulent, high-tech, global and mobile environment, training practice has 
broadened in scope and also in essential relationships. Overall, changes in 
three directions (as detailed below) strike us as particularly important (Lynton 
& Pareek, 2000) : 
Looking outward: Looking beyond designing and implementing 
immediate training programs demands more time, energy and 
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organized effort of trainers, program directors, and institution heads 
than in the past. Here, three different matters deserve attention. One is 
the productive relationship between trainers and the change managers 
(or the poHcy makers). Because training is not an isolated process. The 
second point is the technology-oriented training. Possibilities of 
Distance Learning (using E-mail, Internet, Interactive TV etc.) have 
multiplied and more are in the offing. The third important point is the 
colleagial support amongst the training practitioners so that they can 
continuously learn from their own experiences. Regular contact with 
colleagues for sharing significant experiences and learning together is 
still very less, rivalries and commercial competition for contracts hold 
them back. Wider professional sharing with essential rigour is going to 
be available with the trainers as a regular habit in near future. 
Looking inward: Looking inward into the training domain is essential 
for making training a highly participative process. The learning 
motivation of individual participants in the training context vary a lot. 
Participants' attitudes may range from eager excitement to high 
apprehension, wide openness to determined rejection. Helping the 
group develop a shared culture for learning remains a key part of a 
trainer's task. General mood of the participants - at the starting of the 
programme, during the training programme and also when they try to 
use their learning back in the familiar settings of colleagues, family or 
neighbourhood - is a major determining factor as to whether the 
training is successful or not. Though the participants' attitude depends 
much on the organizational and society-wide cultures and climates, the 
trainers (of course, with the resources provided by the policy makers 
and change managers) can always establish a conducive learning 
environment and help the participants learn from each other. This is a 
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softer aspect of training on which more and more importance is being 
given. 
Learning as Appreciative Enquiry: The most ftindamental change in 
training practice is rooted deeper still, in recent neurological research 
about thinking habits. Research traces an individual's thinking habits 
and learning habits to neurological pathways developed very early in 
life which are then fine-honed into virtually automatic use over the 
years and so become ingrained and very personal. The stubborn 
persistence of such dominant habits sets the stage for training. 
Participants' habitual ways of seeing and doing things in a training set-
up are very difficult to shift. Today's trainers create a warm atmosphere 
of openness during training and praise all signs of "forward 
movement" by the participants in stead of the old technique i.e. 
reprimanding for failure. Furthermore, in stead of colliding head-on 
with the learners' deep-rooted habits resistant to change, the modem 
trainers try to attune training to the habitual paths to perception and 
learning that participants bring to learning. In this case the learners 
learn by "appreciative enquiry" and they apply their thinking and 
feeling both for learning new things. So, the learning becomes easier, 
more enjoyable, more effective and comparatively permanent in nature. 
Now-a-days, the trainers have to play expanding roles to make training 
trainee-oriented which leads to self-directed learning. Unlike the earlier 
situation when "quick-fix" results would be expected from training, 
today's training and trainers have to work patiently and rigoroush and 
take care of the diversity of participants' cultural background and their 
very own learning style for better results. Hopefully, this will happen 
more so in future. 
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1.4 Organisation as a Learning System 
Now "turbulence" is recognized as the normal state of the business 
environment through out the World. So, just making a learning effort from 
time-to-time and here and there in the organization is not sufficient. Today a 
"continuously learning organization" is essential and such kind of an 
organization can be made by collaborative effort. Chris Argyris says : single 
loop learning (something learned that improves task performance) is 
incomplete, but what is needed is "Double Loop Learning" (learning for 
improvement of task performance plus modification of organizational policies, 
structure, ways of operating etc. at the same time). In single loop learning, 
even if it be organization-wide, the organizational framework remains 
unchanged. In Double Loop Learning, the organization uses the learning for 
changing its framework as well (Lynton & Pareek, 2000). 
For any new learning to take place through the training programmes held in the 
organization, some unlearning of the existing knowledge is a must. The 
participants have to first accomplish the "abandonment of a familiar position" 
to make room for any new learning. New knowledge and understanding has to 
displace or at least modify impressions already there. So unlearning precedes 
learning and the trainers are the catalysts in this unleaming-leaming process 
(Lynton & Pareek, 2000). 
Learning is for individuals, for the teams, for the whole organization and also 
for the organization-in-its-environment(i.e. the system). In any organization, 
learning is continuous and lifelong. So the concept of "learning organization" 
has gained such a heavy momentum that people are viewing the organization 
as a learning system. Training is a full partner in the learning system and not 
just a resource to it (Lynton & Pareek, 2000). 
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The learning organization paradigm has a number of major tenets as given 
below ; 
(1) Responding boldly to partial understanding, (2) Appreciating complexity, 
(3) Constant collaboration, (4) Learning to create the future, (5) Mastering 
personal excellence and (6) Experimenting continuously and learning how to 
learn (Lynton & Pareek, 2000). 
The participants can benefit greatly if he can be helped "to learn how to learn" 
effectively from his day to day experiences. It is important for a trainee to 
acquire the ability to creatively process his own experiences and learn from 
them. The inculcation of a capacity to learn can be of important practical 
significance for job environments in which the individual is called upon to 
adjust rapidly to changes in equipment and technology (Singh, 1998). 
Strong companies learn from their very best. Internal best practice discovery is 
one of their most important rituals. For that they set up an "internal university". 
The main function of this "university" should be to provide a forum for 
showcasing how your best, in every role, do what they do. As far as possible, 
every employee should be exposed to the thinking, the actions, and the 
satisfactions of your best, in every role. Your employees can learn many other 
things at this "university" - policies, rules, techniques - but the main focus 
should be a presentation of internal best practices. This "university" can be as 
flexible, informal, and brief as the size and complexity of your organization 
requires - the important thing is "to learn from your best in a disciplined way" 
(Buckingham & Coffman, 2000). 
1.5 Managers as Partners at Different Stages of Training 
Training is not an isolated process. Training and Development(T&D) 
professionals must transform themselves into knowledgeable business people 
who also understand the overall framework in which their organization 
operates. The training manager is a major player on the organisafional field. 
Similarly, the functional managers must also understand and feel the essence 
of T&D activities in the organization. Ideally, the training managers and the 
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functional managers should be "partners" in the process of organizational 
change and development, which is in fact a continuous affair. But the reality is 
different. The range of "quality of relationship" between the functional 
managers and the T&D managers varies widely (from worst i.e. hostile to 
best i.e. full partner) as shown in figure 1.1, 
Figure 1.1 Relationship between Line managers and T«&D managers 
Hostile —> Reluctant — > • 
Full partner <— Champion <— 
Critical 
>' 
Skeptical 
>' 
Supportive 
>' 
Involved 
In the champion stage the managers give active support to the T&D people and 
they themselves own training, not merely as the clients but as in-charge of 
having training meet the purpose(s) they set. At the highest level(i.e. full 
partnership), the managers actually acquire competencies in T&D and join 
training teams from time-to-time as colleagues in their role and they become 
the resource persons in "capacity-building" through training (Lynton & 
Pareek, 2000). 
In the pre-training stage, the involvement of the manager is needed most. Here 
a couple of things are essential. Selecting suitable participants to be trained and 
motivating/preparing them for training is the first job to be done jointly by the 
functional manager and the T&D manager. Then, planning and making a start 
with getting associated changes ready in time for participants to put their 
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training to good use as soon as they return is the best contribution managers 
can make at this stage. This communicates better than anything else that ail, 
they themselves and the whole organization, mean what they keep saying 
about how vital change is and the training for it. This is all about getting the 
settings ready for new task performance. In the next stage(i.e. while 
participants are in training) the functional managers are expected to keep 
"continuing contact" with the employees / participants in an encouraging 
manner as they learn the new and useful things. In fact, this improves the 
"caring and sharing attitude" of the employees undergoing training. And 
during the follow-up stage (i.e. in the post-training stage), the managers must 
give fiall cooperation to the trained employees in terms of their smooth 
transition from training situation to "back-home" situation so that the 
employees can put their training to best use quickly and play their part in 
pushing the change strategy ahead. This way, the "full partnership" between 
the managers and the trainers can lead to a situation when the training gets 
aligned with the business. Training no more remains just a special resource to 
the managers, but becomes their "general partner" (Lynton & Pareek, 2000). 
1.6 Training Methods and their Implication 
Training can improve the Attitude, Skill & Knowledge (ASK) of people. At 
present, various training methods / techniques are available and used by the 
trainers depending upon the type and nature of the programme. For example. 
Case Study method may be suitable for the managerial training, On-the-
job(OJT) method may be chosen for the Technical skill-based training. 
Training techniques and tools have been in a state of dynamic development 
over the last couple of decades. The developments in this field have greatly 
contributed to the individual development and organizational transformation. 
Some of the comparatively new training techniques related to Concept (i.e. 
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Knowledge), Skill and Attitudinal training (Verma, 1998) are being mentioned 
here: 
Concept Training: For improving the conceptual level of the participants the 
methods used are - Discussion, Questionology, Syndicates, Cases etc. All of 
these methods are participative in nature. Questionology is a particular variant 
of the lecture-discussion method and in Syndicate method the small groups are 
assigned conceptual topics for discussion and presentation. 
Skill Training: Through Questionology, Syndicates, Cases there is some 
scope for skill development such as skills of analysis, communication, 
presentation and interaction. However, these are indirect methods of skill 
training. More direct methods are available for skill development such as Role 
play, Management game Action learning , OJT etc. In Role play two or more 
individuals are given separate briefs for playing different roles. Sometimes the 
roles are interchanged. This is known as role reversal. Through role pla\' the 
participants learn the skills of listening, empathy, conflict resolution and 
consensus building. Management games have the potential to improve skills of 
group decision-making, competitive analysis, planning, monitoring and 
control. Action learning involves studying and observing the intricate and 
delicate affairs of one enterprise and offering solutions to problems in another 
enterprise. It helps develop the skills of analysis, problem solving, presentation 
and consultancy. 
Attitudinal Training : This is relatively the most difficult of the three areas of 
training. Some amount of attitudinal learning may take place in some of the 
techniques discussed above. But the following techniques are more directly 
aimed at attitudinal training : 
• Laboratory - This is called by various names - T(Training) Group, 
L(Learning) Group, Sensitivity Training or Group Dynamics. The basic 
methodology is that a small group or participants are invited to be the 
"Subjects" as well as "Scientists" of human behaviour as if in a 
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laboratory. The trainer does not assume a traditional "authority" role. 
Several new variants of the Laboratory methods have bee emerging 
such as laboratories on Identity, Role, Power, Leadership, Creativity 
and Conflict Resolution. A variety of attitudinal and value learning can 
take place in such laboratories. 
• Brainstorming - While being used for problem solving the brain-
storming session can help develop attitude of openness, freedom, 
tolerance of ambiguity, mutual respect and resource utilization. 
• Workshop - This again is used primarily for problem solving and 
action planning. In the process it has considerable scope for attitudinal 
learning in terms of respect for theory as well as practice and the need 
to blend both in the optimal proportion. 
Off late, appropriate electronic technology (Mishra & Gunguli, 2002) is being 
used for better implementation of training. These modem training 
aids/tools/resources are changing the approach of almost all the training 
methods. FoUowings are some recent electronic technologies are being used 
for training : 
• Personal Computer (PC) 
• Video tapes 
• Television 
• Compact Disk (CD) 
• Computer Aided Instruction (or Programmed instruction) 
• Tele conferencing 
• Interactive video 
• Internet 
• Multimedia Projector 
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For a broad understanding of the classification and metliods of training and 
tlieir implication, tliree major dimensions may be kept in view. Tliese 
dimensions are : 
• the amount of participant activity allowed, 
• the amount of emphasis on cognitive learning, 
• the amount of emphasis on providing experience and scope for 
experimentation by the participants. 
Participant-activity is not necessarily in conflict with trainer activity. The 
trainer's role remains central; he directs and controls. Even then the 
participant-activity can be either high or low. Using the above mentioned tliree 
dimensions, the following eight sets of training methods (Lynton & Pareek. 
2000) are given below: 
• Inspirational methods: These methods are primarily based on high 
activity on the part of the trainer. For example - Giving a sermon to the 
participants in the hope that this will change their attitudes and 
behaviour. In this methodology all the three dimensions are low. 
• Expository methods: In these methods, cognitive emphasis is very high, 
while participant activity and emphasis on experiences is low. A good 
example of expository is the lecture method. 
• Natural learning methods: Learners are left on their own, with free and 
unplanned activity. The emphasis on learner activity is high, whereas it 
is low on planned experience or on cognitive inputs. The following 
examples are worth mentioning in this regard: Trial and error learning. 
On-the-job training (OJT) and Discussion method. 
• Individualized methods: These methods are low on providing 
experience or experimentation by the learner and high on both 
participant activity and cognitive emphasis. For example: Programmed 
Instruction(PI). In PI the participants learn at their own pace, .step-b\-
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step and have questions to be answered by themselves to get a feedback 
on their learning. 
Behaviour control methods: These are very low on the cognitive 
dimension and on active participation of learners. The main emphasis is 
on helping the learner experience, and experiment with, some 
behaviour. Two examples are worth mentioning here ; One is 
Behaviour reinforcement (In this method, each act of desired behaviour 
is rewarded and reinforced and the learner experiences and experiments 
various phenomena and learns) and the other one is Modelling (Here, 
the participant observes as her/his model the trainers and the general 
climate prevailing in the institution and learns the desirable norms of 
behaviour). 
Controlled exposure methods: A low level of participation by the 
trainees and a high emphasis on experience and cognitive learning 
characterize these methods. A good example is Demonstration, where 
the trainer shows some action and experimentation and the participants 
observe and learn. 
Encounter methods: These methods emphasize both experiencing b\ 
the learner as well as learner-activity, they are not high on cognitive 
learning. In fact, the main aim of these methods is to help the 
participant learn new behaviour and practice it. Examples are -
Laboratory training. Creativity training. Motivation development etc. 
Discovery methods: When the emphasis is high on all the three 
dimensions, i.e., cognitive learning, activity by the learner, and 
experience & experimenting by the learner, we have methods in which 
people discover knowledge for themselves. These methods are very 
effective in producing change in behavior. The rationale of these 
methods is that change in behaviour does not occur only by nev\ 
experience and reinforcement but also by the development of proper 
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cognitive framework, so that people learn why certain things happen 
and be able to understand and advance their insight further. Several 
such methods are available, such as Experiments, Field training, Case 
teaching, Role playing and Behaviour simulation. 
1.7 Importance of Management Training 
Management training - sometimes called by Management Development- refer 
to activities designed to improve the performance and qualities of the existing 
managers and to provide a supply of managers to meet the need of the 
organization in future and extend the understanding of the management 
activities by drawing from the following three resource areas (Singh, 1998): 
• Knowledge, skills and teaching abilities manifested by the academic 
world. 
• Experience, Expertise and resources provided by the organization 
within which the trainee operates. 
• Trainee himself/ herself 
Some examples of Management Development Programmes (MDPs) which are 
generally conducted in the business organizations are - Enhanching 
Managerial Effectiveness, Presentation & Communication skills, I'eam 
Building & Motivation, Managing Self etc. Reasons for conducting the MDPs 
in the organizations are as follows: 
• They broaden the manager's vision and understanding in preparation 
for additional responsibility. 
• They provide the manager with the latest information on business 
theory and practice. 
• They stimulate a more creative and innovative approach to problem 
solving and decision making. 
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• They give the manager the opportunity to discuss ideas and problems 
with other businesspeople. 
• They allow the manager to reflect upon and assess his or her career 
development and work role. 
In effect, Management Training can produce important benefits to the 
managers as well as the organizations. It can communicate to managers the 
corporate philosophy and policies and help them learn the consequences of 
different leadership styles under different situations. MDPs stimulate thinking 
and provide new and deeper insights to the managers through face-to-face 
discussion. They help the managers develop various managerial skills. 
Management training can change the managers' attitudes (Watson, 1979) and 
improve organizations' efficiency and effectiveness. 
Many multinational companies (MNCs) have established their own universities 
or management schools (Dowling, Welch & Schuler, 2001) for training and 
development of their managers and leaders. They make their managers suitabl\ 
trained and internationally oriented for getting competitive advantage on a 
continuous basis. In-house management development centres of various 
organizations help develop the leadership skills and attitudes through the need-
based managerial training programmes. The MNCs also design and conduct 
various Cultural Awareness Programmes for preparing their managers in 
respect of cross-cultural skill development with a view to managing the 
international assignments effectively. 
1.8 Developing Individuals and Teams for Organizational Transformation 
As per the Action Centred Leadership model - which is also known as Action 
Leadership model proposed by John Adair - the entire gamut of business 
management includes three things (diagrammatically represented by three 
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circles of equal size), namely - to develop individuals, to build teams and to 
achieve tasks. Out of these three essential components, if any one is left out 
then the organization's objectives will not be realized. The complex 
organizational task are performed through the effort of teams, each consisting 
of developed individuals. The development of individuals as well as teams 
becomes more important during the changing times i.e. "turbulence". A trainer 
can play the vital role of a change agent during organizational transformation. 
"He counts heavily on a body of valid knowledge in order to realize his aims. 
under guidance of certain ethical principles, and with the client's interest in 
mind. This last point should be emphasized; the change agent must defer his 
own personal gratification in his dealings with the target system of his client. 
particularly in dealing with something as important as a large and complex 
organization where the change agent's actions may affect thousands of 
individual - he must continually check his own needs, motives, and wishes 
against the reality of the client's needs" (Verma, 1998). 
Is training really necessary in this age of electronic revolution? A proposition 
is that the organizational change and development can take place by training 
just a few masters to get work done through force and manipulation exercised 
on a large no. of servants. Because force is the primary moving power of 
traditional relationships in some situations. Even, some people advocate the 
use of force - openly or camouflaged - for large-scale changes. But, it has got 
serious limitations. On the other hand, training can lead to sustained, self-
generating, deep-rooted, broad-based development. Training is a part of the 
grand march toward greater equality between people, more widespread 
opportunities, participation, involvement, collaboration and rising 
expectations. So, a kind of reorientation from force culture to training culture 
is needed today for successful organizational transformation (Lynton & 
Pareek, 2000). 
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In the context of the organizational values, "OCTAPACE" is the centrepiece 
for all improvement plans in the organization. The OCTAPACE culture - as 
advocated by Prof Udai Pareek - is the most desired culture in the 
organizations today. O stands for openness and implies confronting problems 
squarely rather than avoiding then; C Stands for confrontation, and implies 
facing the problems and exploring ways of improving relationships among 
individuals and for searching solutions to problems facing the organization; T 
stands for trust and for generating mutuality in the organization; A stands for 
authenticity which underlies trust and which means acknowledging the feelings 
one has and accepting both, oneself as well as others who relate to one as a 
person, which helps in the development of mutuality of trust; P stands for 
proaction, which means that the organization should take the initiative to 
influence the situation instead of merely reacting to it; A stands for autonomy 
and involves collaboration and mutuality, it also means that individuals do not 
feel threatened while seeking help from others in coping with the problems, 
and seeking help is not derogatory or taken as a weakness; C stands for 
collaboration and implies that individuals work in teams and develop 
commitment to their roles and to the organization, E stands for 
experimentation. This implies that the organization uses and encourages 
innovative approaches to problem solving. It uses feedback for improvements 
and encourages creativity. It also means that the organization is capable of 
taking a fresh look at things (Prasad, 1996). So, the concept of OCTAPACE 
advocates - alongside the other core values - the formation, development and 
nurturing of teams consisting of collaborative and competent individuals in the 
interest of the organizations. 
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1.9 Three Phases in the Training Process 
The training process is separated into three phases: Pre-training, Training and 
Post-training i.e. Preparation, Training and Follow-up respectively. These three 
phases are described below: 
Phase 1 : Pre-training 
The process starts with understanding the situation requiring more effective 
behaviour. The answer to the following basic question is to be found out. What 
and whose performance is to be improved? If this performance improvement is 
found possible through training effort, then target population, training needs 
and the programme objectives & contents have to be decided. During the pre-
training phase, two most important jobs are Assessment of training needs and 
Designing the training programme. 
In the context of any organization's development, the gap between its "current 
level of performance" and the "desired level of performance" is the basis for 
finding out the training needs. In most of the situations this "performance 
gaps" can be addressed through training. The performance gap (or the 
competence gap) can be translated into the training needs or training 
objectives. In an organization not only the individual but the group or even the 
organizational culture need to be developed to set in organizational 
effectiveness. Thus training needs can be said to exist at following three levels 
(Soni, 1997): 
• Individual needs 
Skill, knowledge and attitude are the three dimensions of a performer 
which contribute towards his/her total effectiveness or the competence. 
One can have basic knowledge and skill to justify for the job description 
but the improvement in these dimensions with reference to the 
occupational and organizational needs can bring out better results. 
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Amongst the individual needs supervisory skill development. 
Managerial/Executive Development, Decision making needs etc. are 
important needs. 
• Occupational needs 
The need to fulfil the competence gap to perform quality output breaking 
the barriers of interpersonal group effectiveness, developing confidence 
to take up challenges and initiatives; generally clarifies the occupational 
need. Team Development, Group dynamism, OJT, etc. can be considered 
as occupational needs. 
• Organisational needs 
Every organization strives for excellence in job performance to achieve 
total dyanmism in respect of fulfilling its objectives. Therefore there 
must be an approach to develop the individual by way of correcting his 
attitude, appraising and counseling him/her etc. which can promote 
harmonious work culture. The management development programmes. 
OD etc. are the common organizational needs. 
Major sources for identifying Training & Development needs(TNl) of 
individuals are performance appraisal (or performance management), career 
plans and system introduction/improvement (Singh, 1998). Firstly, in the 
Performance Management system there is scope to identify the difference 
between the organisation's expectations and the individual's performance. 
Generally, TNI forms a part of management appraisal system. Secondly, based 
on the advance information made available about changes (like job enrichment, 
transfer, promotion) in content/context of the job of an individual, the training 
manager organizes suitable inputs to prepare the individual for the change. The 
details of inputs to be given to the individual emerges from discussions the 
Training Manager has with the concerned employees and his superiors, both 
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present and future. Thirdly, new systems and procedures, when introduced, call 
for intervention from the Training & Development function. Implementation of 
new systems becomes much easier, if all individuals/groups concerned are 
explained in advance about the change and how to make the best use of the 
same. One more source of TNI is "Competency Mapping" which is being held 
in many organizations now-a-days. It is an organization-wide activity to find 
out the present/future competency needs and the competencies available in the 
organization. 
During the pre-training phase, the other very important job - other than TNI -
is Designing the training programme. Designing starts from setting the clear 
training objectives. Generally, the trainers - sometimes with the help and 
participation of the functional managers - take the responsibility of designing 
the programme. But the programme designed first time may not be the final 
programme in terms of contents, sequence, methodology, faculty selection, 
resource allocation, use of training aids and training evaluation. Usuall), the 
trainers quickly put forward a standard readymade "package" that would 
actually address the particular objectives only crudely or partly. In fact, the 
designing of the final training programme happens through "Successive 
Approximations" (Lynton & Pareek, 2000) and it takes enough time, effort and 
active participation of the trainers and the managers of the user departments. 
Designing a training programme involves five steps : First step is "roughing 
out" an overall design depending on the organization's training strategy. The 
second step is to break the general training objectives into constituent parts like 
knowledge, understanding and skill. The third step is to use the specifications 
of different training methods in order to arrive at the total time and facilities 
required for meefing the objectives. The fourth step is to decide on the 
different packages in which the particular programme could be offered and to 
ask the organization to select one. The fifth step in designing a training 
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programme is to dovetail detailed training events into training sequences and 
finally into the programme as a whole. Presently, an increasing number of 
institutions are experimenting with composing the training syllabus in subject 
blocks or "modules" for the ease of understanding by the participants. The 
modular approach to programme design demand special care in preparation in 
general and sequencing in particular. In any training programme some amount 
of flexibility has to be provided. The basic blocks or the core of a programme 
can be fixed in advance and the details of the other part of the programme can 
be announced as the participants progress to that part of the programme. Extent 
of flexibility to be allowed in the programme depends on the nature of the task, 
trainers' past experience and the composition of the group of participants. 
Whatever way a training is designed, there has to be a scope for monitoring 
and improving training during the programme. 
Phase 2 : Training 
In this phase (i.e. when the training is being conducted), the participants 
actually learn. Participants explore in a training situation what interests them 
and the trainers' basic task is to provide relevant opportunities. Ha\ing 
explored, participants try out some new behaviour. The main purpose of 
conducting a training programme is to bring about "more effective behaviour'" 
in the participants. For achieving this, the participants' level of motivation for 
learning has to be very high throughout the programme. If the approach and 
style followed in the programme match with the participants' preferred 
learning style, then it is better. In a training situation where lot of interactions 
take place, grows a general training climate, an ambience, a tone. When the 
climate is favourable, nothing goes wrong in the programme. The participants 
enjoy a kind of self-fulfilling learning experience in a conducive learning 
environment which is open and non-threatening. Climate setting is the skill of 
a trainer. She/he has to set and maintain a climate of mutual respect. 
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collaborativeness, supportiveness, mutual trust and of fun. In short, as learning 
is a human activity, a human climate has to be maintained during the training 
programme. For conducting a training programme effectively, some of the 
major abilities / qualities (Verma, 1998) that a trainer must posses and exhibit 
in a programme are mentioned below: 
• Technical competence in the subject area 
• High level of interpersonal skills 
• Gaining satisfaction from training situation 
• Empathy, patience and listening skill 
• Having a genuine interest in people 
• Flexibility in the use of training tactics. 
Phase 3 : Post-training 
Training is not a cost but an investment. People sharpen their skills and 
attitudes through training, in the process they develop and their organization 
flourishes. Training is mandatory for taking higher positions in man\ 
organizations today. But every training director faces the nagging questions: 
What has been the impact and value of the training effort? Does training realh 
do any good? Is it worth the money spent for it? The answers to these and 
other questions relating to the impact and values of training are difficult and 
challenging. Even when they are found, they are often subject to problems of 
measurement and subjective interpretations. The evaluation of training is 
relatively straightforward for the technical programmes. But, evaluating the 
management training is challenging because it involves the development of 
conceptual judgement, problem solving skills and the ability to work with 
others. Especially, the causal relationships between learning (from a particular 
MDP) and improved performance is not easily ascertained (Watson, 1979). 
When any formal training concludes, the situation changes. Participants once 
again give full attention to real-life tasks, colleagues and families. In the 
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"back-home situation" a process of adjustment begins for everyone involved. 
For instance, newly learned skills undergo modification to fit the actual home 
situation. The post-training phase includes the evaluation of training 
effectiveness and follow-up. It starts when the programme is about to end and 
may continue for quite a long time. The basic purpose of training evaluation 
(TE) is to improve the quality of training, trainees, trainers, training institute 
and the organization as a whole. Evaluation results can be divided into two 
parts - namely Tangibles and Intangibles. One way of evaluating training is to 
check whether and how much the set of training objectives have been met. 
Another concept of training impact evaluation which many organizations 
follow is "Training Audit" with reference to some predetermined standard. TE 
is done at various levels and different levels of evaluation are conducted at 
different times such as just after the programme or three months after the 
programme etc. TE is done by various agencies like the trainers or / and the 
participants or / and the line managers or / and some third party. Evaluation 
information are needed by various people - e.g. the trainers, training directors 
and CEOs - for various reasons. But the ultimate purpose of post-training 
evaluation is the enhancement of the quality and quantity of training for 
organizational transformation which means that TE is done with a view to 
"better learning" and ensuring "better transfer of learning" to the "real world" 
i.e. the organization or the society. 
1.10 Models of Training Evaluation 
Evaluation means the assessment of value or worth. Evaluation of training is 
the act of judging whether or not it is worthwhile in terms of set 
criteria(objectives). Hamblin (1970) defined TE as "any attempt to obtain 
information (feedback) on the effects of training programme and to assess the 
value of training in the light of that information for improving further 
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training." There are a number of models available for TE. The following four 
distinct TE models are given here : 
Model-1 : Korb's TE model (1956) 
According to Korb, training can be measured with respect to the following 
three sets of criteria : 
a) In-course evaluation of participants' progress(This is an appraisal of the 
effects of training at the "training room" level). 
b) Impact on the participants after training (This is an appraisal of the 
effects of training as revealed by subsequent, modified behaviour on the 
job). 
c) Impact on the organization (This involves a determination of the extent to 
which training has played a part in organizational success). 
Model-2 : Kirkpatrick's TE model (1967) 
This approach to training evaluation involves measuring the effectiveness of a 
training programme in terms of four criteria : 
a. Reaction - How well did the participants like the program ? 
b. Learning - What principles, facts and techniques were learned ? 
c. Behaviour - What changes in job behaviour resulted from the training? 
d. Results - What were the tangible results of the training program in terms 
of reduced cost, improved quality, improved quantity, etc.? 
Model-3 : Hamblin's TE model (1974) 
This model extends Kirkpatrick's ideas one step further. Hamblin's evaluation 
scheme thus involves five levels of TE which he labels as the following : 
a) Reactions - Reactions of participants to the learning experience and to 
those who presented it (i.e., coordinators and trainers). Reactions of 
programme coordinator and the various trainers in the programme 
regarding the learning environment and experience. Reactions consist of 
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opinions and conclusions based on first-hand observations. They may be 
collected during, immediately after, or several months after the training 
occurs. 
b) Learning - Measures of changes in attitudes, knowledge, and skills of the 
trainees. These changes may be measures immediately after the training 
experience to determine a programme's immediate impact and several 
weeks or months later to measure retention. 
c) Job behaviour - An assessment of how trainees behave differently 
because of their training. The biggest question this aspect of the 
evaluation process aims to answer is how and to what extent have 
trainees applied the various concepts and processes learned ? It also seeks 
to determine who among the trainees have been changed as a result of the 
training. 
d) Organizational impact - This involves assessing the effects of attitude 
and behavioural changes caused by the training on both the functioning 
and the ability to function of the organization to which the trainees 
belong. The aim of this phase of evaluation is to ascertain both 
quantitative and qualitative changes in organizational performance which 
can be attributed to the training directly of indirectly. 
e) Additional outcomes - Other results or by-products of the training are not 
identified or assessed by the other four areas. This includes such things as 
the "social value of training". To what extent do trainees feel better about 
themselves ? Has the training helped people satisfy some of their 
personal goals ? Has it assisted them in their career development'!' 
Whereas organizational impact refers to an assessment of contributions 
of training to the direction it has chosen to head or would like to head, the 
assessment of additional outcomes involves an examination of the 
impacts training has had on the organization's performance or capacity to 
perform with respect to measures it presently does not use. 
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Model-4 : Virmani & Premila's TE model (1985) 
According to this model, Training Evaluation is a three-stage system. The three 
stages are mentioned below : 
a) Pre-training evaluation - Pre-training evaluation is a useful precedence to 
the training process. It would not only help the management and the 
trainee in identifying training needs but also help the trainers to become 
acquainted with the diverse training needs of the participants of a 
particular training programme. 
b) Context & Input evaluation - Once clarity about the objectives and 
expectations from training is achieved and the profile of the participants 
being trained is known, the trainer ought to have at least some 
information about the context in which the trainee has to work after 
training. The work and organizational climate, the hierarchical level 
occupied by the trainee, his job characteristics and other organizational 
factors aids in the formulation of a training design which best suits their 
requirements. Besides the context evaluation, input evaluation helps 
determine whether the training inputs : 
i) give the trainees an opportunity to learn; 
ii) result in enduring learning; 
iii) influence the trainees' subsequent work performance and 
iv) result in demonstrable benefits to the organization 
c) Post-training evaluation - This stage consists of following five levels of 
evaluation : 
i) Reaction evaluation - The participants' impressions about the 
course in general and about immediate specific inputs are 
measured during and after the course. 
ii) Learning evaluation - Based on the research findings, Virmani 
and Premila have suggested arriving at a "Learning Index'" (LI) 
28 
Chapter I An Introduction to Training & Development 
with the help of pre-training and post-training score. Greater the 
LI for any particular programme, better it is in respect of 
participant's learning. LI is defined as follows : 
Post-trainins score(%) - Pre-trainine scoreCyo) 
LI = X 100 
CI00 - Pre-trainins scoieCVo)) 
iii) Job improvement plan (JIP) - It is recommended that the 
preparation of an individual action plan called JIP helps improve 
the trainee's job-performance subsequent to training. Preparation 
of JIP is found to stimulate the participant and provide him/her an 
opportunity to evaluate his/her own learning and subsequently the 
transfer of learning to job. JIP may be prepared / modified by the 
trainee in consultation with his/her superiors and colleagues and 
the trainers concerned. 
iv) On-the-Job evaluation - This step is not purely evaluative, but 
needs to be integrated with the training process since it involves 
gathering information about the constraints in transfer of training 
and offering guidelines to the organization for facilitating the 
transfer. 
v) Follow-up of evaluation - Evaluation at this stage involves 
monitoring and follow-up of the trainees' performance in the 
back-home situation to assess the contribution of training to the 
organization on a continuous basis. It also helps in identifying 
specific areas where improvements have been effected and in 
evaluating outcome in cost-benefit terms. The JIP can be used as 
a reference point to check action steps (a) implemented, (b) to be 
implemented and (c) could not be implemented. 
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All the training evaluation models discussed above can be applied to the 
management development programmes (MDPs) and also for the other types of 
training programmes. The various levels of evaluation of the different models 
are not mutually exclusive, rather they may have some commonality. But still, 
on overall basis each of the models has some speciality and uniqueness in 
terms of the approach to and total no. of levels of evaluation. Any business 
organization - while framing its "evaluation design" for training - can even 
consider using more than one model (in full or in part) in a combined form if it 
finds it suitable and effective from the viewpoint of the continuous 
improvement in the quality of training and development in the organization. 
1.11 Evaluating the Management Development Programmes 
Evaluating any training programme is a key area and also a difficult area of 
T&D. Because, evaluating the learning in general and "transfer of learning" in 
particular is a complex affair. It is much more difficult to measure the learning 
as well as the transfer of learning when it comes to evaluating the management 
training. The nature and variability of managerial tasks make measurement of 
the on-the-job performance in some situations unrealistic (Verma, 1998). 
Moreover, what part of the improvement in on-the-job performance can be 
attributed to the MDP cannot be articulated easily. 
The four common imbalances that happen in the training programmes are :-^  
Input overload, Unrealistic learning goals. Alienation and Linkage failure. The 
negative effects of these imbalances are clearly reflected during the post 
training evaluation phase. Input overload happens when the trainers attempt to 
cram too much into the programme or they schedule a major group task ver\ 
late. By this, a high level of excitement may be generated amongst the 
participants at the end of the programme which is often mistaken as the success 
of training. Secondly, the participants sometimes set their learning goals too 
high. And then, even though these unrealistic goals are unattainable all along. 
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the trainers fail to dislodge them from the participants' minds. Sometimes the 
participants engage themselves in competitive goal-setting without considering 
the realities of actual situations. Many participants who take the unrealistic 
goals back are bound to fail and to become disenchanted. Next is Alienation. 
As participants draw closer to each other during the training programme, the\ 
separate themselves from family, friends and colleagues who stay behind. The 
separation is usually widened by the new things participants learn from the 
programme. The gap is particularly noticeable if it occurs in attitudes and 
values (it happens more in MDPs). In this kind of situation the participants find 
it difficult to communicate their learning to others in the back-home situation. 
Alienation or isolation can be most painful to the participant. Lastly, the 
Linkage failure happens when the nature of work (present as well as future 
jobs) of the participant and that of the training programme are not in 
congruence with each other. Training and work must be linked with the help of 
some plarmed organizational efforts. The organization's preparedness to give 
wholehearted support to the trained participants in the implementation of their 
new learning takes care of the problem of linkage failure to a great extent. 
Each of the four common imbalances discussed above has to be taken care of 
and minimized during the Pre-training phase (i.e. training-designing or 
redesigning phase) so that the "transfer of learning" happens effectively 
(Lynton & Pareek, 2000). 
Evaluating the MDPs may be problematic, but the techniques of measuring 
the training effecfiveness are available. Some of the techniques of data 
collection are : Quesfionnaires (say, for learning and reaction level evaluation). 
Paper and pencil tests (say for learning level). Job performance test (say for 
behavioural level evaluation). Interviews (say for behavioural level and result 
level), Visual observation (say for JIP evaluation) and Rating forms (say for 
reaction level and behaviour level). In the past, there was widespread belief 
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that the programmes designed to promote "soft skills" could not be evaluated. 
But today it is no longer so because the tools are available to conduct 
evaluations of most training programmes designed to promote even social 
competence (Singh, 2003). As an example of evaluation of management 
training, a programme named "Supervisory Development Programme" or SDP 
is considered here for discussion. This programme is conducted in a PSU once 
in a month taking 15 to 20 supervisor-participants in a batch. The pre-requisite 
for the participants is that he / she must have at least 5 year's working 
experience as a supervisor in some department at the time of joining the 
programme. The duration of the programme is 6 days and the programme is 
held at the Central Training Institute of the company. The SDP covers the 
areas of Communication, Motivation, Teamworking, Total Quality Process. 
Self-development and Developing others. Various methods like lecture 
discussion, case study, management game, individual exercise, presentation are 
employed in SDP. The topics covered are very important but subjective in 
nature. But, still the company has certain evaluation system for SDP. This 
programme is evaluated at 4 levels in a unique way. At the end of the 
programme each participant has to respond to a detailed and well-structured 
questionnaire which covers both the participant's reaction and also the 
participant's learning / knowledge gathered from the programme. Each 
participant has to answer a structured questiormaire covering relevant 
management topics at the beginning of the programme as a test of his 
knowledge level before any input is given to him. This way the reaction / 
satisfaction / dissatisfaction of each participant and the improvement in his 
knowledge level due to the programme is measured objectively. In this 
programme each participant fixes up his individual learning goals (and action 
plans, if any) in consultation with his immediate boss and the trainers. There is 
a system of behaviour level evaluation also for each individual participant. 
Three to four months after the programme is held, the immediate supervisor of 
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each participant is distributed a specially designed questionnaire for judging 
the behavioural change in the participant with reference to his own learning 
goals (in terms of his communication skill, teambuilding activities, ability to 
motivate and develop self and others etc.). The immediate supervisor 
concerned is also interviewed in an informal and open atmosphere for the same 
purpose as a back-up method. Finally, those departments are searched where at 
least 30 percent of the supervisors have been trained on SDP in the past one 
year. For those identified departments, the organizational level evaluation is 
held jointly by the training managers and the functional managers through the 
"SDP opinion survey" where the respondents are the senior supervisors, 
managers, sectional heads and departmental heads. Through this survey an 
attempt is made to find out whether any tangible or intangible benefits have 
taken place in the department / organization which can be attributed to SDP. 
Through out this evaluation process an attempt is also made to find out the 
ways in which the existing SDP can be modified and improved for achieving 
better organizational impact. In all the questionnaires mentioned above some 
of the questions are objective type (multiple choice, five-point Likert scale 
etc.) and rests are subjective type open-ended questions so that the 
questionnaires become balanced and effective. Finally a "comprehensive 
department-wise SDP evaluation report" considering all related factors is 
prepared by a small committee of trainers and practicing managers mainly with 
a view to improving the quality and effectiveness of the SDP, the participants, 
the trainers and the organization. 
Basically, the evaluation of the MDPs consists of two activities e.g. collection 
of data and interpretation of data. For measuring the learning as well as the 
transfer of learning to job performance in respect of the MDPs, there appear to 
be essentially three general approaches (Watson, 1979) : 
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• A common-sense approach, which essentially involves a non-
systematically collected sample of feelings, opinions, and conclusions 
based upon observations. 
• A systematic approach, which consists of collecting indicators and 
evidences. The evidences to be collected are decided upon in advance, 
before the training occurs. It includes judgements which can be shown 
to be logically derived from observations and inferences. These may be 
collected by means of interviews, questionnaires and group discussions. 
• An experimental approach, which attempts to study changes of 
knowledge, skills and attitudes under controlled conditions. 
In case of the MDPs, measuring the changes in attitudes, behaviour, values and 
personal competencies is the unique activity. So the measuring instruments 
(i.e. questionnaires etc.) have to be constructed / selected very carefully and 
they have to be tested for validity and reliability before they are applied. This 
way the MDPs' evaluation can become real, meaningful and effective. 
1.12 Future Directions in the Field of Training 
In the context of human development (HRD) and organizational 
development(OD) the T&D function has the power and potential to make the 
organizations vibrant, strong and lively. To make this happen the behaviour, 
beliefs and assumptions of the leaders / mentors / trainers in the organizations 
have to be very positive and conducive. Today it is expected and believed that 
Training is for organizational transformation. Only individual learning cannot 
transform the organization. For this, in fact, collective learning must take place 
in the organization on a continual basis. The quality and speed of unlearning 
and learning have to be more and more in future. A special training cadre will 
be created with clear prospects for promotion and career advancement (Lynton 
& Pareek, 2000). Provision for "coming in and going back to the service 
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system after serving a minimum period" will have to be made. Only highly 
competent people will be placed in the training institutions and special 
programmes will be organized for enhancing the compentency of the trainers. 
Then latest training infrastructure along with other organizational support is to 
be provided for better training effectiveness. For all these, the training function 
must be represented at the strategy-making level of the organizations so that 
upgrading the quality of training and learning on a non-stop basis becomes a 
top priority in tomorrow's organizations. 
In the coming years the organizations and the human life v/ill be more and 
more technology driven. At the same time we shall be facing different set of 
problems. Our focus will be "sustainable development" in the areas of value 
generation, learning, environment, standard of living and self-management. In 
the area of learning, the new learning styles may be evolved and used in future. 
As per the "Learning Style Inventory" model developed by David Kolb of 
MIT, People actually learn best when they use modes that suit them (Goleman, 
2002). There will be scope of lot of freedom for the participants in the training 
programme. Training will be offered in a more customized form so that "self-
directed learning" can take place in a natural rhythm. With the passage of time 
the nature of training has been changing from "push mode" to "pull mode". 
Flexibility in training - within the boundary of the training objectives - will be 
taking such proportions that the participants and faculty will go in for some 
kind of negotiation before and during training in the context of programme 
contents, training sequence and methodology to be known as "learning 
contract". 
While deciding who is to be sent for what training, the future managers will 
consider two most important things. One would be the competency 
requirements in the organization. The other one is the "natural strengths and 
potential" of the employee concerned. Because, recent thinking expects 
35 
Chapter J An Introduction to Training & Development 
training to let them become more of who they already are (Buckingham & 
Coffman, 2000). People will be developed around their strengths to achieve 
excellence. The underlying philosophy is to focus on each person's strengths 
and to manage around his weaknesses. 
We are in the age of Knowledge Management(KM). KM is the process by 
which the organizations generate wealth from their intellectual assets. In the 
age of KM and IT, the priorities of the business organizations will also be 
shifting. The role of Training & HRD will be ever more important. Earlier days 
Training was considered as a less important function in many organizations. In 
future, Training will be taken most seriously by the organizational members 
and they will be going for creating value from the organization's intangible 
assets (Halkar & Gupta, 2005). 
In the future days T & D will be chosen as a fit area for research. And the 
research will be one that starts with the urge to improve training practice. 
Research is systematic action to enhance knowledge and understanding. It need 
not be abstract and erudite but does need to be systematic and planned. The 
training professionals and the functional managers jointly will go for Action 
Research and rediscover the need, style and effectiveness of Training. Related 
to this is Action Learning which says that mature people learn best when the> 
are involved in real problems of which answers are not fully known and when 
there is actual risk involved in the decision making. Learning is a function of 
past experience, ability to ask right questions and understand through the 
negotiation of events. In action learning, the participants learn in the action 
mode. Future of Training will possibly be characterised by Action Research 
and Action Learning (Singh, 1998). 
In the high-tech age the importance of technical competence of the people is 
of utmost level. But still, the understanding level of the people across the 
36 
Chapter I An Introduction to Training & Development 
countries and continents is being on the increase continuously. Sometimes it 
appears that the world-class organizations are unable to maintain their core 
competence only through technological means. With the passage of time some 
other organization will be in a position to emulate them techjiologically. As a 
formidable solution to this problem, the organizations of the future have to 
think and reposition themselves and their strategies. In addition to the state-of-
the-art technical competence, some other form of skills and competencies have 
to be thought of They have to go in for some process of developing new habits 
and core values of the employees on a long-term basis. The old habits and 
values of the collective will have to be replaced by more enabling ones which 
will help the organization to get transformed. People have to be able to manage 
stress (due to many reasons) in a much better way. For example, novel 
techniques like Transcendental Meditation etc. will be employed in the 
organizational settings. High competition and speed are making people less 
creative and even blunt due to "bum-out" effect. But in the present and also the 
future, the need is that any organization has to create and maintain a culture of 
creativity and innovation for its survival and growth. For doing this, the 
development of only cognitive and technical skills may not suffice. 
Tomorrow's organizations must think and feel differently. When it comes to 
employee-development, the organizations must give opportunities to 
employees to become more intelligent intellectually as well as emotionally. In 
fact, today's and tomorrow's employees - the leaders, managers and all others 
- must develop and use the power of both emotion and intellect in the right 
mix. The skill development process in the business organizations must include 
"social skills" alongside the technical skills. The employees will be required to 
use their emotions intelligently. Collectively, the employees' Emotional 
Intelligence will give the organizations as well as the employees themselves a 
kind of cutting edge and competitive advantage. 
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Emotional Intelligence at Work - A Conceptual Framework 
2.0 Introduction to human emotions 
Human beings feel and express love and affection towards their fellow beings. 
For example, strong parental love towards the offspring is not just based on 
intellect and logic but originates from deepest feelings in the heart. Likewise, 
other emotions - happiness, satisfaction, euphoria, kindness, anger, fear, 
sadness etc. - are also related to inner self. The head thinks, but the heart can 
feel. In the nineteenth century, Swami Vivekananda discussed the effects of 
emotions at length. He opined that by unleashing the power of positive 
emotions and controlling the negative emotions, human beings can reach 
higher level of achievements for the mankind. 
For centuries there has been emphasis on the thinking faculties of the mind. 
But in the last few decades the psychologists have been laying emphasis on the 
feeling part of the mind. Today it is well-accepted that "we have two minds, 
one that thinks and one that feels" (Goleman, 1995). Thinking, using logic, 
calculating, understanding(i.e. all the acts of cognition) are the job of the 
rational mind and feeling is the act of the emotional mind. Thinking is related 
to the head and feeling comes from the heart. 
2.1 Eipotions and Physiology of Brain 
Let us understand how the human brain has evolved. The most primitive part 
of the brain is the brainstem surrounding the top of the spinal cord. This root 
brain regulates basic life functions like breathing and controlling stereotyped 
reactions and movements of the body's other organs. This primitive brain can't 
be said to think and learn, rather it helps the body organs react in a waj that 
ensures survival. From the most primitive root - the brainstem - the emotional 
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centres (amygdala, hippocampus etc.) emerged. Millions of years later in 
evolution from these emotional areas evolved the thinking brain or 
"neocortex". So there was an "emotional brain" long before there was a 
rational one (Goleman, 1995). Amygdala specializes in emotional matters. It 
acts as a storehouse of emotional memory. The effect of amygdala is so prompt 
and profound that it can have a person spring to action. For example, whenever 
a man encounters a sudden danger, he shows a "fight-or-flight response" 
(Talib, 1999) due to the natural effect of amygdala and the associated circuitr>'. 
Thus the emotional brain helps us survive against odds. Whereas, the rational 
brain is comparatively slower and it helps us think and learn. That is why there 
is a perennial tension between reason and emotion (Goleman, 1995). 
During "emotional hijacking" (i.e. when somebody is under the grip of anger / 
rage or intense joy) the emotional brain rules over the rational one (LeDoux, 
1993). As an answer to emotional hijacking the prefrontal cortex (or prefrontal 
lobe) has a role as a manager of emotions. It weighs reactions before acting. 
Prefrontal cortex has two parts - one is left, the other is right. In fact the left 
prefrontal lobe acts as a "neural thermostat", regulating unpleasant emotions. 
The right prefrontal lobe is the seat of negative emotions like fear and 
aggression. The left lobe keeps those raw emotions in check by inhibiting the 
right lobe. In brief the amygdala proposes the prefrontal lobe disposes 
(Goleman, 1995). 
The connections between the amygdala (and related limbic structures) and the 
neocortex are the hub of the battles or cooperative treaties struck between head 
and heart, thought and feeling. Emotions has power to disrupt thinking itself 
Neuroscientists use the term "working memory" for the capacity of attention 
that holds in mind the facts essential for completing a given task or problem, 
whether it be the ideal features one seeks in a house while touring several 
prospects, or the elements of a reasoning problem on a test. The prefrontal 
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cortex is the brain region responsible for working memory. But circuits from 
the Hmbic brain to the prefrontal lobes mean that the signals of strong emotion 
- anxiety, anger, and the like - can create neural static, sabotaging the ability 
of the prefrontal lobe to maintain working memory. That is why when we are 
emotionally upset we say we "just can't think straight" - and why continual 
emotional distress can create defects in a child's intellectual abilities, crippling 
the capacity to leam(Goleman, 1995) 
So, for making good quality decisions one needs not only the intellectual 
abilities but also the emotional abilities. In fact, people despite their well-
developed intelligence may make inappropriate choices in professional and 
personal lives if they lack in emotional aspects. Therefore a combination of 
intelligence and emotion is desirable for leading an enriched life. 
Harmonization of our rational brain and the emotional brain results in the 
quality decisions and consequent success. 
2.2 The Concept of Emotional Intelligence (EI) 
For long, it was believed that performance at the workplace depended on our 
level of intelligence or Intelligence Quotient (IQ) as reflected in academic 
achievements, examinations passed, marks and rank obtained etc. (Singh, 
2003). But Howard Gardner, a psychologist at the Harvard school of education 
opined that "we should spend less time ranking children and more time helping 
them to identify their natural competencies and gifts and cultivate those. There 
are hundreds and hundreds of ways to succeed". He refuted the "IQ way of 
thinking" and introduced a broad spectrum of talents. The seven key varieties 
of the wide spectrum of intelligences are : (1) Verbal (2) Mathematical 
(3) Spatial (4) Kinesthetic (5) Musical (6) Interpersonal and (7) Intrapersonal 
(sometimes called "Intrapsychic"). IQ considers only the first two types i.e. 
Verbal and Mathematical intelligences. As per this theory of multiple 
intelligences (Gardner, 1983), the last two types - Interpersonal and 
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Intrapersonal intelligences - together are known as personal intelligences. It 
leads to self-knowledge and knowledge about others. This means that 
awareness about our own feelings helps us to respond appropriately to the 
moods, temperaments, motivations and desires of other people. So it is found 
that there is a role of emotions and feelings in the domain of Personal 
Intelligences. At this stage, there can be a question : Can emotions be 
intelligent ? or Can intelligence be emotional ? 
Apparently, "emotion" and "intelligence" are mutually exclusive. But Peter 
Salovey, a Yale psychologist has talked about "the ways in which we can bring 
intelligence to our emotions" (Salovey & Mayer, 1990). This can be equated 
with the idea of harmonising our rational mind and emotional mind (refer para 
2.1). John Mayer of the University of New Hampshire along with Peter 
Salovey coined the phrase "Emotional Intelligence" and they expanded this 
thing into five main domains : (1) knowing one's emotions, (2) managing 
emotions, (3) motivating oneself, (4) recognizing emotions in others and (5) 
handling relationships. 
Socrates said "know thyself. Awareness of one's own feelings from time to 
time is the most basic component of EI. Awareness of one's own emotions is a 
pre-requisite to interpersonal skills or "social skills". As per Thomas Hatch, a 
colleague of Howard Gardner at Spectrum, the school based on the concept of 
multiple intelligences, social skills are essential for preservation of close 
relationships - whether in a marriage or friendship or business partnership 
situation. Maintaining and improving rapport and connections with people is a 
must for anybody to achieve success in life (Thomas hatch, 1990). Social skills 
are an integral part of EI. 
According to Indian psychology, each one of us has a combination oi two 
kinds of "Vrittis" or tendencies or propensities. These are "Hridaya Vritti" and 
"Buddhi Vritti". Hridaya Vritti is the tendency of emotions and feelings. 
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Buddhi Vritti is the tendency of intellect. Combining pure Hridaya Vritti and 
agile Buddhi Vritti will give rise to "Holistic Competencies" (Chakraborty, 
2002). The concept of holistic competencies and that of emotional intelligence 
are in line with each other. 
EI is required for the adults as well as children. The most widely reported 
background paper on EI or EQ (Emotional Quotient) is the marshmailow 
experiment conducted in the US in the 1960s. Walter Mischel (reported in 
Singh, 2003), a psychologist at Stanford University, distributed marshmallows 
to groups of 4-year-olds and left the room, promising that any child who would 
postpone eating the marshmallows until he came back, some 15 to 20 minutes 
later, would be rewarded with a second marshmailow. Years later, Mischel 
found that the children who had triumphed over their desire to delay eating the 
marshmallows had grown into socially, emotionally and academically more 
competent adolescents compared to the 4-year-oIds who had eaten the 
marshmallows immediately. Self-control in the face of a marshmailow at the 
age of four was shown to be twice as powerful predictor of later academic 
prowess as IQ'. In the experiment, the "ability to delay gratification" was seen 
as a master skill, a triumph of the reasoning brain over the impulsive one. The 
ability to delay gratification is in fact a sign of Emotional Intelligence which 
does not show up on an IQ test. The marshmailow experiment established that 
EI matters more than anything else in determining success in life. 
Now-a-days, stress is a part of life - in family, society and the organizations. 
People having higher EQ manage stress more effectively. They can come out 
of any upsetting situation (that happens to all of us sometimes) quickly and 
successfully with their planned effort. This helps them make quality decisions 
and become better managers because the emotionally intelligent people can 
cope with disturbing and uncertain situations very effectively (Roberts, quoted 
in Singh, 2003). 
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2.3 Defining Emotional Intelligence (EI) 
2.3.0 Emotional Intelligence has been defined in variety of ways by the 
thinkers on this subject. Emotion and Intelligence are apparently two 
contradictory terms. It may be presumed that intelligent people are not 
emotional and emotional people are not intelligent. But many eminent 
psychologists and social scientists have expressed their belief in EI. 
They have emphasized the aspects of human relations and social 
intelligence which are the integral parts of Emotional Intelligence. The 
following definitions of EI are important. 
2.3.1 EI has been defined as an "ability to perceive emotions, to access and 
generate emotions so as to assist thought, to understand emotions and 
emotional knowledge, and to reflectively regulate emotions so as to 
promote emotional and intellectual growth" (Mayer & Salovey, 1997). 
2.3.2 "Emotional Intelligence (sometimes termed as Emotional Quotient or 
EQ) reflects one's ability to deal with daily environmental challenges 
and helps predict one's success in life, including professional and 
personal pursuits". In other words, EI is an individual's ability to 
effectively cope with the pressures and demands of daily life (Bar-On, 
1997). 
2.3.3 EI is "the capacity for recognizing our own feelings and those of others, 
for motivating ourselves, and for managing emotions well in ourselves 
and in our relationships. Emotional intelligence describes abilities 
distinct from, but complementary to, academic intelligence or the 
purely cognitive capacities measured by IQ" (Goleman, 1998). 
2.3.4 It is the "ability of an individual to appropriately and successfully 
respond to a vast variety of emotional stimuli being elicited from the 
inner self and immediate environmenf (Singh, 2003). 
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2.3.5 EI is "the capacity to think inteUigently about our emotions and to have 
our emotions help us to learn how to think more inteUigently". 
Emotionally intelligent people can regulate one's own emotions as well 
as others' emotions (Barsade, 2004). 
2.4 Domains of EI 
2.4.0 Emotional Intelligence itself is a multi-disciplinary and complex 
concept involving psychology, neuroscience, health sciences etc. Many 
researchers have worked in this field and many more have been 
working on it throughout the world. EI have got many components or 
domains. According to the models of the following psychologists, the 
domains of EI are being mentioned : 
2.4.1 Reuven Bar-On : As per his model (1997) the five main domains of EI 
are - (1) Intrapersonal skills, (2) Interpersonal skills, (3) Adaptability, 
(iv) Stress management and (5) General mood. 
2.4.2 Robert K Cooper & Ayman Sawaf: As per their model(1997) - known 
as "Four-Cornerstone Model" of EI - the four domains(or cornerstones 
as described by them) of Emotional Intelligence are given as follows : 
• Emotional Literacy; Being real and true to oneself : Builds awareness, 
inner guidance, respect, responsibility and connection 
• Emotional Fitness; Being clear and getting along : Builds authenticity, 
resilience and trusting relationships 
• Emotional Depth; Reaching down and stepping up : Builds core 
character and calls forth one's potential, integrity and purpose 
• Emotional Alchemy; Sensing opportunities and competing for the 
future : Builds intuitive innovation, situational transformation and fluid 
intelligence 
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2.4,3 Daniel Goleman: According to his model (2002) of EI leadership 
competencies there are four main components (each component has a 
no. of sub-components) as follows : 
• Self-awareness 
* Emotional self-awareness 
* Accurate self-assessment 
* Self-confidence 
• Self-management 
* Self-control 
* Transparency 
* Adaptability 
* Achievement 
* Initiative 
* Optimism 
• Social awareness 
* Empathy 
* Organisational awareness 
* Service 
• Relationship Management 
* Inspiration 
* Influence 
* Developing others 
* Changes catalyst 
* Conflict management 
* Teamwork & collaboration 
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2.4.4 Dalip Singh (2003) conceptualized EI as having three components as 
given below : 
• Emotional Competency; having high self-esteem and optimism, 
tackling emotional upsets, ability to relate to others etc. 
• Emotional Maturity; Identifying and expressing feelings, 
appreciating others' viewpoints, delaying gratification etc. 
• Emotional Sensitivity; Understanding emotional arousal, letting 
others feel comfortable in your company, realizing moods etc. 
2.5 Application of EI in the Organizational Context 
In the 1970s, when the business environment was less complex, it was believed 
that the employees needed "their heads but not their hearts" for success. Many 
managers were of the opinion that if they had the feeling of empathy or 
compassion then it would "be impossible to deal with people and make hard 
decision that the business required". But from 1980s onwards the rigid 
organizational hierarchy started breaking down under the twin pressures of 
globalization and Information Technology (IT). Today's reality is that the 
organizations need open communication, total teamwork, effective stress 
management etc. for success and growth. In short. Emotional Intelligence has 
got enough application in the organizations of the new millennium on the 
global basis. 
When IQ test scores are correlated with how well people perform in their 
careers, the highest estimate of how much difference IQ account for is about 
25 % or even less. IQ or the cognitive abilities are important. But "it is just a 
threshold competence, you need it to get in the field, but it does not make you 
a star. It's the Emotional Intelligence abilities that matter more for superior 
performance" (Goleman, 1998). It is EI that gives us major competitive 
advantage and help us achieve excellence individually as well as 
organizationally. 
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In any organization communication is one of the key functions. Giving and 
receiving feedback is an important part of communication. Feedback is the 
lifeblood of the organization. There are some people who usually give "hurtful 
feedback" and there are some other people who give "artful feedback". It is the 
emotionally intelligent people (EI people) who are in the habit of giving artful 
feedback even in the face of adversity. The EI people have high empathy and 
optimism and are effective motivators for their colleagues / coworkers 
(Goleman,1995). 
Peter Drucker, the eminent business thinker who coined the term "knowledge 
worker" says : with knowledge work, teams become the work unit rather than 
the individual himself And that suggests why EI - the skills that help people 
harmonize - should become increasingly valued as a workplace asset in the 
years to come. "The key factor in maximizing the excellence of a group's 
product is the degree to which the members are able to create a state of internal 
harmony, which lets them take advantage of the full talent of members. 
Harmony allows a group to take maximum advantage of its creative and 
talented members' abilities". The star performers always build reliable 
informal networks which are critical for handling unanticipated organizational 
problems (Coleman, 1995). 
Some professions require greater amount of El than others. Artist, Insurance, 
Advertisement, Social work etc. need extremely high EI. Teaching, Legal, 
Tourism, Politics, Business, Police etc. need high level of EI. Judiciary, 
Administration, IT, Medicine, Banking, Engineering, Accountancy, Nursing 
etc. can be managed with just average level of EI. (Singh, 2003). Actually, El 
can be applied in all types of professions /jobs, though to different degrees. 
For organizational metamorphosis the members of the organization need to 
unlearn the unproductive or less productive habits and learn the new and more 
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productive habits and sustain them. It is a challenging and time-consuming 
task. But the EI people are able to "rewire their brains" (Goleman, 2002) 
through repeated practice to the point of mastery. It is the emotionally 
intelligent people who can help other people also to change behaviourally, 
emotionally and intellectually. When the people change, the organizations 
excel. So, the application of EI becomes crucial when it comes to transforming 
any organization - for example, from a caterpillar to a butterfly - for achieving 
organizational excellence and sustaining it. 
Presently, "collective emotional intelligence" has become a core issue. It is a 
situation in which all employees exhibit sign of EI competencies at work. The 
culture of collective EI starts spreading usually from the top of an organization. 
Collective EI - which is a sign of a "learning organization" - can give the 
organization the greatest competitive advantage over its competitors. It gives 
"hard results through soft means". The organizations having collective EI are 
known as emotionally intelligent organizations (EI organizations). The leaders 
/ members of an EI organization have the competencies like - 1) Self-
awareness, 2) Self-regulation, 3) Motivation, 4) Empathy and 5) Social skills. 
The concept of EI organization is a global phenomenon today, it is relevant to 
all continents like Asia, Europe, the middle east, the Americas, Australia etc. 
Organizations from all sectors - manufacturing, engineering, service, 
education, IT and anything so to say - need to be emotionally intelligent. As 
the "hierarchies are morphing into networks; labour and management are 
uniting into teams; wages are coming in new mixtures of options, incentives 
and ownership; fixed job skills are giving way to lifelong learning" , the scope 
of application of emotional intelligence in the organizations are on the increase 
day by day. An excellent organization has to be an Emotionally Intelligent 
organization.(Goleman, 98). 
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2.6 Correlation Between EI and Individual's Performance 
Every individual wishes to succeed in life. The traditional approach 
emphasized the need to be strategic and non-emotional for getting success. But 
the present-day approach insists that for being successful an essential pre-
requisite is to assess how we feel about ourselves and how others feel about us. 
Often, we do not understand either ourselves or others working in the same 
organization. To be successful, we need to learn to do so. Increasing emotional 
intelligence has been correlated with better results in leadership, sales, 
academic performance, marriage, friendships and health (Singh, 2003). 
"In the corporate world IQ gets you hired, but EQ gets you promoted. There is 
an example of a manager at AT & T who was asked to rank the top performers 
working with him. The results showed that they were not necessarily those 
with the highest IQs; they were those whose e-mail got answered. Workers 
who are good collaborators and popular with their colleagues are more likely 
to get the cooperation they need to achieve their goals than the socially 
awkward, lone geniuses" (Singh, 2003). 
All "turnaround leaders" are emotionally intelligent. When an organization 
declines, the people start feeling powerless. Passivity sets in. The employees 
avoid speaking the truth which leads very often to "collective pretence". This 
is v/hen the turn around leader reverses the cycle by opening the channels of 
communication. He empowers people by his personal warmth, informal talk, 
establishing connection with the field staff and giving opportunities for them to 
demonstrate their talent. He moves people toward "psychological turnaround" 
which precedes the actual turnaround. To the turnaround leader, restoring the 
confidence of employees in themselves and the people around them comes first 
and then comes the strategy and other things (Kanter,2003). An individual's 
performance as a turnaround leader and his EI level are positively correlated. 
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1.1 Emotionally Intelligent Manager 
Way back in 1954 Peter Drucker said : even wiien managers intellectualh' 
understand tiie need for ciiange in the way they operate, they sometimes are 
emotionally unable to make the transition. In fact, a great deal of resistance to 
change is emotional and is the result of fear of failure, loss of security or lack 
of understanding of possible benefits. 
The onus of a modem manager is not limited to just getting the day-to-day 
complex jobs done in the organization but extends to the wider zone of dealing 
with change (macro and micro both) on a continuous basis. So the manager's 
job is getting transformed from managing to "leading". "There are two levels 
of job competence, and so two kinds of job competence models. One assesses 
the "threshold competencies", those that people need in order to get the job 
done. These are the minimal skills needed to carry out the tasks associated with 
a given position. Most organizational competence models fit into this category. 
The other kind of job competence model describes "distinguishing 
competencies", the capabilities that set star performers apart from average 
ones. These are the competencies people already in a job need in order to 
perform superbly" (Goleman, 98). The distinguishing competencies relates to 
EI competencies. The Emotionally Intelligent managers prefer "leading" to 
managing and they lead from the heart. 
"Healthy leadership needs self-awareness, a well-rounded personal life as well 
as an ability to laugh at oneself The first foremost thing a leader need is 
Emotional Intelligence. The person is to be self-reflective and introspective 
and people feel so comfortable with him that other want to be close to him" 
(Kets de Vries, 2004). 
The business leaders who don't know themselves as well as they should and 
who cannot get a "grip on their ego and emotions" fail in their jobs. One 
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definition of a good leader is that they don't overshadow their companies. 
They have a humble style of leading (known as servant leadership) that can be 
very effective. What is needed is "navigating" not ruling (Chopra, 2004). 
The primal job of a leader is emotional. An EI leader leads in such a fashion 
that it breeds "resonance" in the team he leads. Any successful leader-manager 
has to lead with "passion". Passion breeds "courage" that is necessary for 
excellence and it stimulates hope (Goleman, 2002). 
The seemingly simple act of intelligently committing one's full attention to 
another may seem like a basic communication skills, and it is. But applied 
consistently, in as many settings as possible, and with a genuine interest on 
your part to improve the level and specificity of the attention, the technique 
will not only resolve the difficulties you face in the situation in question, but 
also hasten your emergence as a real leader within the organization (Torovo, 
1997). Such a mindfiil and careful person has emotional competence which is 
the essential property of an effective leader/manager. 
According to the level 5 hierarchy of Jim Collins, the level 5 executive (i.e. the 
greatest manager) is self-effacing and quiet. These leaders are a paradoxical 
blend of personal humility and professional will. They are passionate about 
their work. A level 5 leader is ambitious and determined for "the cause". They 
are able to place "the cause" above self They always inspire and develop their 
successors for even greater success in the next generation (Jim Collins, 2001). 
A level 5 leader is emotionally intelligent. 
2.8 Developing and Sustaining Emotional Intelligence 
A key question is "can EQ be learned and developed?". EQ can be developed 
by upgrading the emotional skills. However, it is commonly believed that 
children inherit certain emotional characteristics from their parents or 
grandparents. This widespread belief that EQ can only be inherited is not true. 
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Emotional intelligence is not fixed at birth. Scientists have not yet discovered 
an emotional intelligence gene as such. It is something that is learnt (or not 
learnt). Emotional development is closely related to child development. The 
healthy emotional development of children is vital to both their ability to learn 
when young, and to their success and happiness as adults. Irrespective of 
current level of EQ of a person, it can be developed. The way one acts out. 
expresses himself/herself and utilizes his/her emotions can be changed 
significantly. Unlike IQ, EQ can be significantly raised. Here, suitably 
designed training programmes can help. But there has to be a comprehensive 
approach involving four important phases such as (I) Preparation for change, 
(2) Training, (3) Transfer and Maintenance and (4) Evaluating change (Singh, 
2003). 
An emotionally intelligent leader is a resonant leader. He / she can create and 
spread "resonance" (a kind of positive and healthy relationship amongst 
people) throughout the organization. "Even if one is week in some of the 
abilities that allow resonance in a leader, it can be developed at any point 
provided the person is sufficiently motivated" (Goleman, 2002). There are four 
types of resonant leadership such as - Visionary, Coaching, Affiliative and 
Democratic and there are two types of dissonant leadership such as -
Pacesetting and Commanding. A leader can change his style, if he wants, from 
Dissonant to Resonant one. 
For any particular individual, EI usually improves with increase in age. EI may 
be learned through life experiences. But the development of social and 
emotional competencies takes commitment and sustained effort. Training 
programmes and executive education provide evidence for people's ability to 
improve their social and emotional competencies with sustained effort. In 
addition, new findings in the emerging field of affective neuroscience have 
began to demonstrate that the brain circuitry of emotion exhibits a fair degree 
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of plasticity, even in adulthood. Recent research on "mindfulness" training -
an emotional self-regulation strategy - has also shown that training can 
actually alter the brain centers that regulate negative and positive emotions. 
Mindfulness training focuses on helping people to better stay focused on the 
present, thus keeping distressful and distracting thoughts(e.g. worries) at bay 
and to pause before acting on emotional impulse (Emmerling, 2003). 
It is now said that leaders are made, not bom. Old leaders can learn new tricks. 
These sayings suggest that EI can be developed. Neurological research has 
shown that human brains can create new neural tissues as well as new neural 
connections and pathways throughout adulthood. Our neo-cortex (the learning 
machine) has the ability of quick leaming. It helps learn the cognitive skills. 
But the limbic brain (that learns the emotional skills) is a slow learner. That is 
why, it takes extended practice for leaming / re-learning the EI competencies. 
Leaming EI skills at adulthood is more challenging than that in childhood, 
because here both the things - unleaming plus re-learning - are involved. But. 
people not only can improve on the EI competencies, but also can sustain those 
gains for years, as data from studies at the Weatherhead School of 
Management at Case Western Reserve University have already shown. For 
learning the EI skills effectively by an individual the following practice should 
be maintained (Goleman, 2002): 
• Leaming goals should build on one's strengths, not on one's 
weeknessess. 
• Goals must be a person's own (i.e. self-directed learning). 
• Leaming plans must be feasible, with manageable steps : plans that 
don't fit smoothly into a person's life and work will likely be dropped 
within a few weeks or months. 
• Plans must suit a person's own leaming style. 
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2.9 Measun ?ient of EI 
There art nainly three types of measuring instruments based on some specific 
measuren nt models such as -
1) Abilit'. based model (for example,. "MSCEIT" is an instrument proposed 
by Ma r-Salovey-Caruso following this model) 
2) Trait-b ied or Personality-based model (such as "TEIQue" having total 
153 qu 'lions designed by K V Petrides and his colleagues) 
3) Mixed i)del (such as "ECI" developed by Goleman and Boyatzis) 
Apart frorr he three instruments listed above, there are other instruments 
available. F JV example, there is one EQ test (proposed by Prof N K Chadha 
and Dr. Dalip Singh) based on operational definition of EI in the Indian 
context. This test measures three psychological dimensions - emotional 
competency, emotional maturity and emotional sensitivity - of an individual. 
This measuring system is based on the concept of "Behavioural event 
interviewing" that follows the ability-based model very closely. This is a 
psychological test (through a questionnaire consisting of 15 questions) that 
measures some areas of one's personal and professional life. This test has been 
standardised for Indian mangers, businessmen, bureaucrats and industrial 
workers (Singh, 2003). 
In ability-based model the EI of a person is tested on the basis of "what he 
does" in a given situation(s). In trait-based model it is tested mostly on the 
basis of "what he is". In case of mixed models, both his capabilities and his 
personality traits are taken into consideration for calculating his emotional 
intelligence. Then, there is one more important aspect to the measurement of 
EI. There can be scope for both "self-report instrument" and also "multi-rater 
assessment system" (based on 360° feedback) for all the available three models 
mentioned above. It is however, true that "measuring the items like people 
skills or leadership style or Emotional Intelligence in organizational settings is 
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difficult. But at the same time, measurement is essential. Because, in order to 
improve on any ability - including emotional competence - people need 
realistic feedback of their baseline abilities, as well as their progress" 
(Emmerling, 2003). 
Each evaluation measure has its share of limitations. Self-evaluations are 
vulnerable to skews from people wanting to "look good". And when it comes 
to assessing emotional competence, there is the question of whether someone 
low in self-awareness can be trusted to accurately evaluate his/her own 
strengths and weaknesses. While self-evaluations can be helpful(and candid) if 
people trust that the results will be used for their own good, without this trust 
they can be less reliable. On the other hand, "evaluations by other people" are 
-susceptible to another set of skews. When office politics is involved, for 
example, 360-degree feedback may not always offer a pure reflection of the 
person being evaluated, since these evaluations can be used as weapons in 
political wars or as a way for friends to exchange favours by giving inflated 
"grades" to each other. To some extent, any evaluation reflects the evaluator 
also. For that reason, "getting evaluations from multiple sources is a way to 
correct any distortions, since presumably one individual's emotional or 
political agenda would be balanced by other evaluations"(Goleman, 1998). 
2.10 Economic Impact of EI 
EI benefits individuals as well as organizations. These benefits are general in 
nature and mostly intangible. But there is clear evidence that the emotionally 
intelligent leadership provide an economic advantage to the organizations. 
"The quest to make companies more emotionally intelligent is one more and 
more organizations are embarking on, whether they use the term or not. An 
organisation's collective emotional intelligence is no mere soft assessment; it 
has hard consequences". Even the investors who invest in high-tech start-ups 
try to determine the company's level of emotional intelligence before putting 
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their money into business. Because, the EI organizations enjoy a long-term 
advantage in terms of "profitability, cycle times, volume, quality and other 
similar indices of performance"(Goleman, 1998). 
Recently a concept of "Human Sigma" (Coffman, 2004) has been coined. 
While Six Sigma focuses on elimination of defects in the products, the goal of 
Human Sigma is "to reduce the number of disengaged employees and 
customers and move them towards engagement with the company and its 
products or services". Human Sigma has the potential for considerably 
improved financial performance that resides within a company's human 
aspects of performance - its customers and employees. It has become 
important because the organizations are concerned about quality of 
relationships with customers and employees. At the world- famous Gallup 
Organisation (they do worldwide research on best practices in the field of HR) 
they use Q12 (twelve well-researched questions relating to organization and 
employees) to measure a workgroup's success at creating a great place to work 
in (for example one question from Q12 is : At work, do I have the opportunity 
to do what I do best everyday ?). Likewise they use CE11(11 key questions / 
issues relating to Customer Engagement) to measure a workgroup's success at 
creating engaged customer relationships on 11 key variables. Those variables 
assess both the rational and emotional elements of the customer's experience 
of the company. The companies and the leaders must focus on customer and 
employee engagement simultaneously. Instead of treating them as independent, 
they should see them as integrated and inter-dependent. For achieving 
customer and employee engagement - which subsequently translates into 
increased productivity and profitability - in their organizations the leaders 
need high level of emotional intelligence. It is the EI leaders who can facilitate 
the process of creation of more and more emotionally engaged customers and 
employees. 
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A very important and relevant question in regard to the present-day business 
scenario is: "From a business standpoint what is the impact of Emotional 
Intelligence?" Put more directly and simply, the question is as to whether there 
is any financial impact of EI in the organizations. The answer to this question 
can be readily given by the concept of "emotional economy"(it means the 
economic impact of Emotional Intelligence). The "emotional economy 
pathway" is shown in figure 2.1 for ease of understanding: 
Figure 2.1 The Emotional Economy Pathway 
Enter 
here 
The customers do not defect from an organization because its competitors offer 
a significant differentiator. They defect mostly because of the unhappy people 
employed by the organization. Emotional engagement drives productive 
employees and profitable customers. Good organizations set conditions for that 
emotional connect (Gopal, 2003). 
2.11 The Ethical Dimension and EI 
Emotionally intelligent people follow their own values and ethics. But, now-a-
days a provocative yet important question is being raised. Can there be an 
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emotionally intelligent terrorist ? or Can there be demagogues and dictators 
who use their EI skills for deplorable ends ? In this context, there are varying 
viewpoints. Howard Gardner(1999) can be quoted here. He said, "no 
intelligence is moral or immoral in itself, noting that Goethe used his \erbai 
skills in a laudable manner whereas the Nazi propagandist Joseph Goebbels in 
a hateful way. There are instances of Machiavellian types who use EI abilities 
- especially empathy, persuasion etc. - to lead people astray or manipulate 
them for there self-interest. 
But preliminary research on the Machiavellian personality suggests that those 
with this bent ultimately tend to have diminished empathy abilities in the long 
run, suggesting that the person will no more remain strong in all the domains 
ofEI(Emmerling, 2003). 
As EI is a subject more closely related to Social sciences than Physical 
sciences. Emotional Intelligence should not be thought of as totally value-
free. Moreover, "values and ethics" - like EI - is a subject which has close 
linkages with our heart. The Holistic competency model (refer para-2.2) of 
leadership includes two things - values and skills - for achieving excellence, 
"physical sciences are usually claimed to be value-free. If the subject of "social 
sciences" is to be a science, then it should also follow the lead of physical 
sciences and, therefore, be value-free. Probably, there has been a fundamental 
error there" (Chakraborty, 2002). 
2.12 Myths and Misunderstandings about EI 
There are myths prevailing regarding Emotional Intelligence. Some of the 
myths about EI is listed below: 
• Emotional Intelligence means merely 'being nice' to everybody and it 
has got no relationship with the workplace performance. 
• EI means giving free rein to feelings i.e. "letting it all hang out". 
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• Women are emotionally more intelligent than men or maybe, just the 
reverse of this. 
• The level of EI for a particular individual is fixed genetically or at best 
develops to some extent only in early childhood. 
• EI is yet another fad and its effect is just superficial. 
EI sometimes demands effective confrontation for some greater "cause". EI is 
linked so much with people's performance at work and in life that now-a-days 
the world-famous Universities and Institutes are including EI in their 
curriculum of higher studies. EI involves managing and regulating feelings 
effectively. It is mostly not gender-specific, anybody - man or woman ~ can 
have it and improve upon it through the various life experiences. Emotional 
Intelligence, in fact, is a kind of lifelong learning (Singh, 2003). 
On Emotional Intelligence there are multiple theories - some of them are not in 
line with one another - like that of Mayer & Salovey, Bar-On, Goleman etc. 
One can say that there is no single correct theory on EI. This apparently 
suggests that the subject may lead to confusion. 
"The existence of several theoretical viewpoints within the Emotional 
Intelligence paradigm does not indicate a weakness, but rather the robustness 
of the field. This kind of alternative theorizing, of course, is not unique to the 
study of EI and should not be viewed as undermining the validity and utility of 
this emerging field. Few fields seem to have lenses with so many colours" 
(Emmerling. 2003). Different theories are, in fact, complementary, not 
contradictory. For example, on the same subject (i.e. EI) Bar-On believes in 
the "theory of personality" and Goleman in the "theory of performance". But. 
personality (learning to be) and performance (learning to do) are not possibly 
unrelated. The research on EI is still in its infancy and the future will lead to lot 
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of debate and help remove the myths and misunderstandings about this 
interesting and emerging field. 
2.13 Refinement of the EI Paradigm 
Emotional Intelligence is a "fact of life" today. But the EI paradigm has been 
going through lot of debate and discussion. This debate shall make the subject 
rich and interesting. Presently, the following issues are being explored: 
For lasting success (personal and professional) we need rich "emotional 
capital" or "emotional repertoire". The realms of one's identity are - self, 
family, work and community. Any human being needs to cover all these four 
realms for leading a fulfilling, happy and meaningful life. All successful 
people have a versatile talent called "switching and linking" i.e. they are able 
to focus intensely on one task until it gives them a particular sense of 
satisfaction, then put it down and jumped to the next category with a feeling of 
accomplishment and renewed energy. For example - "taking a break from 
work to joke with a friend" is an effective way to maintain one's energy and 
enthusiasm needed for achieving goals. This "switching and linking" is an 
emotionally intelligent behaviour (Nash, 2004). 
Optimism pays lot of dividends in life; Optimism and hope even in the face of 
failure help people get out of their setbacks quickly. Optimism is an 
emotionally intelligent attitude. Modem concept is that achievement is a 
function of "talent" and "capacity to stand defeat" (Goleman, 1995). 
"Say goodbye to negativity and be one with the Universe". If we can drive 
away our negative emotions like greed, hatred, jealousy, dishonesty etc., we 
can be emotionally intelligent. We must not forget the basic truth - our 
divinity. Once we realize that the same "Atman" (i.e. soul) dwells in every 
individual, there will be no question of hatred, jealousy or any ill feeling for 
others. "Ask yourself a basic question: How can I hate myself? Or, how can I 
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be jealous of myself ? For asking these basic questions, one need not be a saint. 
So anybody can be emotionally intelligent if she / he tries sincerely and 
continuously (Gokulananda, 2003). 
"We all came into this world gifted with innocence, but as we became more 
intelligent, we lost out on innocence. We were bom with silence, and as we 
grew up, we lost the silence and were filled with words. We lived in our hearts, 
and as time passed, we moved to our heads. The reversal of this journey is 
"enlightenment". It is the journey from head back to the heart, from words, 
back to silence; getting back to our innocence in spite of our intelligence". This 
may be called "Emotional Intelligence refined". Enlightenment is a rare 
combination of innocence and intelligence, with words to express and, at the 
same time, being silent. In that state, the mind is fully in the present moment. 
This leads to maturity and divinity (Shankar, 2003). 
Spiritualism is making an entry into the workplace. First it was Intelligence 
Quotient(IQ). Then came Emotional Quotient(EQ). Now is the day of Spiritual 
Quotient(SQ). "It's not just IQ or EQ or SQ but IQ-EQ-SQ in tandem". SQ 
stands for the "depth of spirituality a person possesses". Successful companies 
are successful because they give importance to the principles of SQ. 
Individuals and groups who possess high SQ are most likely to break 
established norms, and bring about positive changes fearlessly. Hence, they are 
successful. Today SQ is becoming acceptable and making waves in India as 
well as the other parts of the world. The All World Gayatri Pariwar is a great 
believer in EQ. This organization says that IQ primarily solves logical 
problems. EQ allows us to judge the situation we are in and behave 
appropriately. SQ, on the other hand, allows us to ask if we want to be in that 
situation in the first place. SQ is not omnipresent. But it is there in some 
respectable places in India. IIM Calcutta, for instance, has a Management 
Centre for Human Values. The Delhi-based Faculty of Management Studies 
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has developed a recruitment scale to measure ethics based on the SQ concept. 
And students from Mumbai's S.P. Jain Institute regularly travel to an ashram 
in Gujarat to develop SQ values. The eight signs of high SQ are as follows : 
Flexibility 
Self-awareness 
An ability to face and use suffering 
The ability to be inspired by a vision 
An ability to see connections between diverse things 
A desire and capacity to cause as little harm as possible 
A tendency to probe and ask fundamental questions 
An ability to work against convention 
Already the Executive Development Programmes and training courses on SQ 
have started taking place and in future their quality and quantity will be 
enhanced in the organizations and institutions. One cannot manipulate his / her 
IQ too much. But improving the SQ is comparatively simpler (Khanna, 2004). 
We are aware of our body and its physical systems. But we are unaware that 
we are also responsible for keeping ourselves emotionally fit. The energy 
system crucial for good health is invisible and often uncared for. Sometimes 
we allow ourselves to be buffeted by waves of emotion, get swept away by 
anger or depression, and drown in self-pity. Attempting to warn us, the body 
manifests disease. We feel stressed, get irritated and become powerless. We 
vent our feelings on loved ones, relationships deteriorate and self-esteem dips. 
It is a vicious cycle. To break the cycle, the first step is to become aware of 
these dynamics, to realize the anatomy of the ego and the power games it 
plays; to realize that we don't have to drown. Emotional Freedom Techniques 
(EFT) proclaim that "all negative emotions are caused by a disruption in the 
body's energy system". If this disruption is removed, the physical or emotional 
pain magically disappears. Described as "emotional acupuncture without 
needles", it does this through a simple routine of tapping on certain points on 
the hands and face. As a result of applying EFT, perception changes as one 
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begins to see more clearly and dispassionately, attitudes shift, healing happens 
without drugs and side effects. EFT doesn't allow hiding of emotions and 
feelings. Because when we hide our feelings, we invite diseases like acidity, 
constipation, body-ache etc. "The EFT helps us to manage our emotions and 
feel empowered". With the help of Emotional Freedom Techniques we live in 
the present moment free of past burdens and future worries and really learn the 
meaning of emotional freedom (SinghChopra, 2003). 
The issues discussed here have importance for the field and deserve more 
thought, study and research. An attempt has been made to address some of the 
central issues that relate to the EI paradigm. As debate and discussion continue 
within the field, overall interest in the topic of Emotional Intelligence 
continues to increase and it leads to the refinement of theory and practice 
related to EI. While the progress of the EI paradigm has been substantial, much 
remains to be discovered. With a view to discovering more about EI, it is to be 
experimented with and observed in the organizational setting in a sensitive and 
systematic manner. So it is advisable to study some large organisation in 
general and its various training and development programmes in particular, 
because EI can hopefully be developed tlirough the well-designed programmes 
held in the organisations. Next chapter specifically deals with the various 
Management Development Programmes held at Durgapur Steel Plant, a unit of 
Steel Authority of India Limited. 
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Management Development Programmes at SAIL / DSP 
3.0 A Brief History of SAIL 
While setting up the public sector in the country in the mid-1950s, the 
government of India had specific goals and socio-economic objectives. The 
social goals of the public sector stemmed from the official policy aimed at a 
socialistic pattern of development in the country. In this regard, it should be 
noted that the public sector steel industry began with Hindustan Steel Ltd. 
(HSL) incorporated in 1954. HSL was first formed to construct and manage 
Rourkela Steel Plant(RSP). Later, Bhilai(BSP) and Durgapur(DSP) were 
brought under HSL in 1957. On 24* January, 1973 Steel Authority of India 
Limited(SAIL) was formed with RSP, BSP & DSP as its constituent Integrated 
Steel Plants and Bokaro Steel Plant(BSL) as its wholly owned subsidiary. 
Later, in 1978 Bokaro Steel Plant was merged with SAIL. The main objectives 
of SAIL were : 
• To plan, promote and organize an integrated and efficient development of 
iron and steel and associated industries in accordance with the national 
economic policy and objectives laid down by government from time to 
time. 
• To co-ordinate the activities of the subsidiaries, determine their economic 
and financial objectives, targets and to review, control, guide and direct 
their performance. 
• To act as an entrepreneur on behalf of the state. 
• To formulate and recommend to government a national policy for the 
development of iron and steel and related input industries and to advise it 
on all policy and teclinical matters. 
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All the four Integrated Steel Plants of SAIL were designed and constructed in 
collaboration with different consortia consisting of the world-famous 
companies of the foreign countries. For Bhilai and Bokaro the foreign 
collaborator was the erstwhile USSR, for Rourkela it was West Germany and 
for Durgapur the U.K. Apart from the four integrated steel plants, SAIL had 
other units that included special steel plants, mines, marketing organisation etc. 
For example, Indian Iron and Steel Company(IISCO) became a subsidiary of 
SAIL in 1978 and in 1983 Centre for Engineering and Technology(CET) was 
set up as an in-house consultancy wing. Initially SAIL Chairman was also the 
Steel Secretary, Govt, of India. Later, from 1977 onwards SAIL Chairman and 
Steel Secretary became two different posts. The first Board of Directors of 
SAIL had provision for a Chairman and 13 Directors that included four full-
time functional directors for Finance, Technology, Commercial and Personnel. 
Frequent changes at the top hindered the development of long-term perspective 
at the company. A notable feature of the period between 1977 and 1985 was 
that all Chairmen of SAIL were technocrats who had come up from within the 
organisation. 
In 1978-79 the annual production of saleable steel in SAIL was 5.8 MT 
(million tonnes) and the average annual production rose to 8.4 MT at the end 
of 1985, the average capacity utilization of the four ISPs being 69% and 
manpower productivity 53T per man per year. Till 1985 the availability of steel 
in the country was made up of domestic production and import. The foremost 
objective in steel distribution was to ensure that the demands of the priority 
sectors like Rail, Defence etc. were met first and the balance available was 
distributed to the other consumers. A regime of rationing in a shortage 
situation had left the organisation with no marketing skills and little or no 
knowledge of where the steel went or how it was used once it left the 
stockyard. While this was the situation on steel distribution, the Government 
also controlled pricing of steel. There was lack of concerted thinking about 
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future of SAIL and people used to devote much of their time and attention to 
the things that were current and "routine" till 1985. In the mid 80's SAIL 
earned the dubious distinction of being the "king of India's public sector loss 
makers". 
Then the leadership was changed. V Krishnamurthy - already famous for 
turning around BHEL and Maruti Udyog Limited - took over as Chairman of 
SAIL in May 1985. He made three observations: production in SAIL was not 
up to the capacity, the cost of production was high and the technological 
upgradation had not taken place sufficiently. He attempted to bring about 
positive changes in attitudes of employees and ensure technological and 
organizational discipUne in SAIL. In the 90's most of the SAIL plants were 
modernized and capacity enhanced. From 1985-86 up to 1995-96 SAIL made 
improved production and profits every year. The effect of the opening-up of 
economy by the Government, of India in 1991 started showing up in the 
financial results of SAIL from 1996-97 onwards. From 1996-97 up to 2001-02 
SAIL made huge losses in the liberalized economy. But in the same period, it 
came a long way from being a production-driven company to a market-driven 
company. From 2002-03 it entered into the profit zone and the global market 
for steel started improving fast. In 2004-05 SAIL made a massive net profit of 
Rs.6817 crore. In short, the history of Steel Authority is a story of fluctuating 
fortunes on the whole. 
3.1 Present Status of SAIL with Special Reference to DSP 
Today, with a production capacity of 13 MT of crude steel SAIL is India's 
largest and among the leading steel producers in the world. Its turnover has 
been more than Rs.35,000 cr. in 2006-07 and Rs.45,000 cr in 2007-08. The 
company is presently implementing a growth plan that envisages its hot metal 
production to increase to around 28 MT from the current level of 14 MT by 
2010-11. Crude steel production would increase to around 26 MT as part of the 
plan. Achievement of the growth target would be aided by investment of 
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around Rs.50,000 crore, primarily from internal resources, while achieving and 
maintaining a debt-equity ratio of 1:1. SAIL owns and operates seven 
manufacturing plants - five integrated steel paints at Bhilai, Durgapur, 
Rourkela and Bokaro and Burnpur(IISCO Steel Plant or ISP became a full-
fledged unit of SAIL in February, 2006) producing carbon steels, and three 
plants at Salem, Durgapur(AIloy Steels Plant or ASP) and Bhadravati making 
stainless and alloy steels. Before 2006 IISCO, Bumpur used to be a subsidiary 
producing pig iron, merchant products and heavy structural. But now ISP, 
Bumpur is poised to make a crude steel production of 2.5 MT per year by the 
year 2010-2011 after the completion of its modernization which is going on in 
full swing now. Another SAIL subsidiary at Chandrapur is a bulk producer of 
ferro-alloys. The SAIL's brief profile as a company is given below : 
Company Profile 
Steel Authority of India Limited (SAIL) is the leading steel-making company 
in India. It is a fully integrated iron and steel maker, producing both basic and 
special steels for domestic construction, engineering, power, railway, 
automotive and defence industries and for sale in export markets. 
Ranked amongst the top ten public sector companies in India in terms of 
turnover, SAIL manufactures and sells a broad range of steel products, 
including hot and cold rolled sheets and coils, galvanised sheets, electrical 
sheets, structural, railway products, plates, bars and rods, stainless steel and 
other alloy steels. SAIL produces iron and steel at five integrated plants and 
three special steel plants, located principally in the eastern and central regions 
of India and situated close to domestic sources of raw materials, including the 
Company's iron ore, limestone and dolomite mines. 
SAIL's wide range of long and flat steel products are much in demand in the 
domestic as well as the international market. This vital responsibility is carried 
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out by SAIL'S own Central Marketing Organisation (CMO) and the 
International Trade Division. CMO encompasses a wide network of 38 branch 
offices and 47 stockyards located in major cities and towns throughout India. 
With technical and managerial expertise and know-how in steel making gained 
over five decades, SAIL's Consultancy Division (SAILCON) at New Delhi 
offers services and consultancy to clients world-wide. 
SAIL has a well-equipped Research and Development Centre for Iron and 
Steel (RDCIS) at Ranchi which helps to produce quality steel and develop new 
technologies for the steel industry. Besides, SAIL has its own in-house Centre 
for Engineering and Technology (CET), Management Training Institute (MTI) 
and Safety Organisation at Ranchi. Its captive mines are under the control of 
the Raw Materials Division in Kolkata. The Environment Management 
Division and Growth Division of SAIL operate from their headquarters in 
Kolkata. Almost all the SAIL plants and major units are ISO Certified. All the 
major units of SAIL are given below: 
Integrated Steel Plants 
• Bhilai Steel Plant (BSP) in Chhattisgarh 
• Durgapur Steel Plant (DSP) in West Bengal 
• Rourkela Steel Plant (RSP) in Orissa 
• Bokaro Steel Plant (BSL) in Jharkhand 
• IISCO Steel Plant(ISP) in Burnpur, WB 
Special Steel Plants 
• Alloy Steels Plants (ASP) in West Bengal 
• Salem Steel Plant (SSP) in Tamil Nadu 
• Visvesvaraya Iron and Steel Plant (VISE) in Karnataka 
Subsidiaries 
• Maharashtra Elektrosmelt Limited (MEL) in Maharashtra 
• Bhilai Oxygen Limited (BOL) in New Delhi 
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Joint Ventures 
SAIL has promoted joint ventures in different areas ranging from 
power plants to e-commerce. The joint ventures are mentioned below : 
• NTPC SAIL Power Company Pvt. Ltd. 
Set up in March 2001, this 50:50 joint venture between SAIL and the 
National Thermal Power Corporation (NTPC) operates and manages 
the Captive Power Plants-II of the Durgapur and Rourkela Steel Plants 
which have a combined capacity of 240 MW. 
• Bokaro Power Supply Company Pvt. Limited. 
This 50:50 joint venture between SAIL and the Damodar Valley 
Corporation formed in January 2002 is managing the 302-MW power 
generation and 1880 tonnes per hour steam generation facilities at 
Bokaro Steel Plant. 
• Bhilai Electric Supply Company Pvt. Limited; Another SAIL-NTPC 
joint venture on 50:50 basis formed in March 2002 manages the 74 
MW Power Plant-II of Bhilai Steel Plant which has additional capacity 
of producing 150 tonnes of steam per hour. 
UEC SAIL Information Teclinology Limited; This 40:60 joint 
venture between SAIL and USX Engineers & Consultants, a subsidiary 
of the US Steel Corporation, promotes information technology in the 
steel sector. 
• Metaljunction.com Private Limited; A joint venture between SAII 
and Tata Steel on 50:50 basis, this company promotes e-commerce 
activities in steel and related areas. 
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• SAIL-Bansal Service Center Pvt. Ltd.; SAIL has formed a joint 
venture with BMW industries Ltd. on 40:60 basis to promote a service 
centre at Bokaro with the objective of adding value to steel. 
• North Bengal Dolomite Limited; A joint venture between SAIL and 
West Bengal Mineral Development Corporation Ltd on 50:50 basis was 
formed for development of Jayanti Dolomite Deposit, Jalpaiguri for 
supply of Dolomite to DSP and other plants. 
• Romelt-SAIL (India) Ltd.; A joint venture between SAIL, National 
Mineral Development Corporation (NMDC) and Russian promoters for 
marketing Romelt Technology developed by Russia for reducing of 
iron bearing materials, which is carried out with carbon in single stage 
reactor with the use of oxygen. 
Ownership and Management 
The Government of India owns about 86% of SAIL's equity and retains voting 
control of the Company. However, SAIL, by virtue of its Navratna status, 
enjoys significant operational and financial autonomy. 
Durgapur Steel Plant 
Set up in the late 50's with an initial annual capacity of one million tonnes of 
crude steel per year, the capacity of Durgapur Steel Plant (DSP) was later 
expanded to 1.6 million tonnes in the 70's. A massive modernisation 
programme was undertaken in the plant in early 90's, which, while bringing 
numerous technological developments in the plant, enhanced the capacity of 
the plant to 2.088 million tonnes of hot metal,1.8 million tonnes crude steel 
and 1.586 million tonnes saleable steel. The entire plant is covered under ISO 
9001: 2000 quality management system. 
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The modernized DSP now has state-of -the-art technology for quahty steel 
making. The modernized units have brought about improved productivity, 
substantial improvement in energy conservation and better quality products. 
DSP's Steel Making complex and the entire mills zone, comprising its 
Blooming & Billet Mill, Merchant Mill, Skelp Mill, Section Mill and Wheel & 
Axle Plant, are covered under ISO: 9001 quality assurance certification. 
With the successful commissioning of the modernized units, DSP has already 
reached or even crossed the production level of 2.088 million tones of hot 
metal, 1.8 million tones of crude steel and 1.586 million tones of saleable steel 
annually. The break-up of DSP's saleable steel is shown in table 3.1. 
Table 3.1: DSP's Production Capacity 
PRODUCT-MIX 
Merchant Products 
Structural 
Skelp 
Wheels & Axles 
Semis 
Total Saleable steel 
TONNES/ANNUM 
2,80,000 
2,07,0001 
1,80,000 
58,000 
8,61,000| 
15,86,000J 
Now, in the second phase of the ongoing DSP modernization a sum of 
Rs.6500 Cr. is expected to be invested and by 2010-2011 its production 
capacity will be 3.5 MT of hot metal from its existing capacity of about 2.0 
MT. Some of the new installations which are going to be added under this 
phase of modernization are Bloom caster, Ladle furnace, Wire rod mill, 
Modern medium structural mill, Reheating furnace, Round caster etc. With its 
massive net profit of Rs. 1,009 cr. in 2007-08, DSP collective is optimistic 
about its on-going modernization 
Location 
Situated at a distance of 158 km from Kolkata, its geographical location is 
defined as 230 27' North and 880 29' East. It is situated on the banks of the 
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Damodar river. The Grand Trunk Road and the main Kolkata-Delhi railwav 
hne pass through Durgapur. 
3.2 Organisation structure and Employee Levels in SAIL / DSP 
In DSP or any other unit in Steel Authority there are 9 levels of executive 
employees who are all below the Director level. Below the executives, a 
number of non-executive levels are also there. Though, a lot of functional and 
Cross Functional Teams have been effectively operating in SAIL plants now-a-
days, a clear-cut hierarchy is available in SAIL/DSP. The hierarchy is shown 
in figure 3.1 in a simplified form: 
Figure 3.1 Organizational Structure 
Chairman of SAIL 
Directors 
(The functional Directors, the MDs of the 
main units & the indeoendent Directors) 
General Managers (E8) 
i 
Dy. General Managers (E7) 
Asst. General Managers (E6) 
Sr. Managers (E5) 
Managers (E4) 
Dy. Managers (E3) 
Asst. Managers (E2) 
Junior Managers (E1) 
Non-executive employees 
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The organisation tree of DSP highlighting the HRD department is also shown 
in figure 3.2 for easy understanding of the reporting relationships: 
Figure 3.2 Organizational Structure of HRD Department 
Chairman, SAIL 
Managing Director, DSP 
t T T t 
ED(Works) ED(Materials) ED(P&A) ED(Finance) ED(Projects) 
GM(P&A) 
i 
DGM (HRD) 
i 
Trainers and Training Officers 
i 
HRD Staff 
3.3 Product Profile of DSP and Market Characteristics in Brief 
Durgapur Steel Plant is basically an Integrated Steel Plant under SAIL and it is 
a long product based plant. Prestigious products are Wheels, Axles, TMT bars, 
cast billets, skelp, medium structurals etc. of various usable dimensions. Since 
2003 the market demand of these products is quite high on a continuous basis. 
DSP mainly caters to the needs of Indian customers like Indian Railways, 
NTPC, Avery Cycles, Surya Roshni tubes and a no. of re-rollers etc. Apart 
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from these, of course there are many more customers in hidia and abroad. 
DSP's present areas of intense attention are: Production of more and more 
continuous cast products, special steel production, production of 100% finished 
products, production of high value special steels etc. with a view to achieving 
quality as well as higher profitability. It is going for massive 2"'^  phase 
expansion through modernization for which DSP is in the process of recruiting 
people in executive as well as non-executive cadres and developing them in 
respect of their knowledge, skills and attitude. 
3.4 Major HR issues in DSP 
Every year an Annual Business Plan meeting or ABP meet takes place in the 
month of Feb/March so that the next financial year's business objectives and 
goals of SAIL/DSP can be decided upon. In line with the ABP meet, some 
meetings are held with a view to identifying the major HR issues in DSP for 
giving support to DSP's business plan achievement. Currently the major HR 
issues as identified in DSP are : 
• Development of the frontline executives for leadership skills and soft 
skills. 
• Development of the non-executive employees for critical /supercritical 
technical skills. 
• Attitude improvement of all levels of employees through various 
programmes throughout the year. 
• Conducting employee satisfaction survey and action-taking for 
improvement in employee retention. 
• Monitoring and communicating and improving the "Customer 
Satisfaction Index" for DSP's prime customers on a continuous basis. 
• Impro\'ing DSP's culture through "Climate Survey" and subsequent 
survey feedback. 
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It may, therefore, be noted that mainly the developmental aspect of the Human 
Resource of DSP is now of paramount importance that can give the 
organisation a cutting age in respect of fulfilling its business objectives at 
present and also in future. 
3.5 Introduction to Training & Development in SAIL/DSP 
SAIL/DSP has a HR policy which is in congruence with its organizational 
vision and core values. SAIL's vision is: to be a respected world-class 
corporation and the leader in Indian steel business in quality, productivity, 
profitability and customer satisfaction. The core values are: customer 
satisfaction, concern for people, consistent profitability, commitment to 
excellence and character & integrity. 
The second core value which is "concern for people" covers the aspects of 
welfare, satisfaction and development of its employees on a continuous basis. 
The employee training & development of a unit like Durgapur Steel Plant is 
taken care of by the HRD wing at Durgapur named Centre for HRD or CHRD. 
CHRD, DSP is actively supported and guided by the corporate HRD wing of 
SAIL called Management Training Institute or MTI situated at Ranchi. CHRD, 
DSP is located just outside the plant and it has got a number of branches inside 
the plant known as Area Training Centres(ATC). The trainers at the ATCs are 
the line managers and the master technicians of the departments concerned. 
They work in unison with the trainers at CHRD. CHRD is usually headed by 
the DGM(HRD) under whose leadership a number of managers, engineers and 
technical experts train the DSP employees on a regular basis. A large number 
of technical programmes, management programmes, general programmes, 
workshops and seminars are conducted at CHRD as per a concrete plan called 
Annual Training Plan(ATP). The trainers and the training officers are trained 
and updated by various in-company programmes at MTI and also selected 
outside programmes. 
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In DSP the purpose of training its employees is to enhance their learning in 
terms of knowledge, skill and attitude and also to transfer the learning to the 
jobs in the organizational settings. The training fraternity of SAIL is given a 
meaningful direction by a high level board called Training Ad\'isor> 
Board(TAB) chaired by the Chairman, SAIL. Each year the TAB meeting is 
held at MTI, Ranchi or SAIL corporate office in New Delhi. The members of 
the TAB are the Directors of SAIL, the CEOs of all SAIL units, the heads of 
HR of all units of SAIL, all the heads of training(HoTs) etc. Another high level 
committee called Training Advisory Committee(TAC) chaired by the CEO of 
the SAIL unit concerned guides the HRD function of that unit. The chairman 
of the TAC of DSP is MD, DSP and the members are the EDs, all General 
Managers and HoT of DSP. Usually TAC meetings are held twice in a year in 
Durgapur Steel Plant. TAC decides and finetunes the quantity, quality and the 
methodology of the training and development programmes that are held in 
Durgapur for the development of the people and the organisation. Sometimes, 
some outside programmes conducted by the expert trainers and consultants are 
used for the employee development of SAIL/DSP. For example, in the 80's 
and the 90's MTI, SAIL had a continuous collaboration with British Steel for 
designing and developing the contents, methodology of different training 
programmes in general and the Management Development Programmes in 
particular. SAIL sometimes takes help of outside consultants/trainers in India 
and abroad for developing its employees in general and the trainers in 
particular for subsequent development of some special training modules on the 
basis of organizational needs. 
In short, SAIL/DSP invests a huge amount of resources for keeping its training 
community fully updated. DSP's Centre for HRD has modern infrastructure for 
training purpose. It has state-of-the-art Electrical-Electronics-PLC Lab, 
Hydraulics & Pneumatics Lab, Mechanical & Electrical Workshops, Computer 
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Lab, Auditorium for seminars, Conference Halls and fiiTly^^ j^|Stpped Class 
Rooms with latest audio-visual facilities including internet facility etc. There 
are nine able Training Officers and about 50 HRD staff members responsible 
for carrying out and facilitating different HRD activities. SAIL/DSP believes 
in the power of high quality T&D to achieve and sustain excellence in ever\' 
sphere of activities and process in the organisation. Because, Durgapur Steel 
Plant is a flagship unit of a genuinely learning organisation called Steel 
Authority of India Limited. 
3.6 Management Development Programmes in DSP 
3.6.0 Introduction to MDPs in DSP 
MTI is the management college of SAIL catering mainly to the 
leadership, managerial and techno-managerial training needs of the 
middle-level and the top-level executives of all the units of SAIL. Its 
programmes are held in Ranchi and some of its programmes are 
conducted at the various SAIL plant sites. Management Training 
Institute also develops trainers - through its "Train the trainer"' 
programmes - who in turn organize various MDPs for the frontline 
managers at various HRD centres of the SAIL plant. So MTI is the 
nodal agency for SAIL's management training and development 
programmes which are held on a continuous basis for the updation of 
its executives. 
MTI organizes and leads a network of management trainers from 
different SAIL units which is known as MDP network. MDP network 
is responsible for designing, developing and updating the management 
programmes from time to time. MDP network meetings are regularly 
conducted at MTI with clear objectives of planning, designing, 
organizing, reviewing and evaluating the MDPs held at Ranchi and the 
SAIL plant locations. Programmes are conceptualized, designed and 
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finalized in a process known as "successive approximation'". 
Sometimes, MTI collaborates with external Organisations / Institutes 
like some IIMs, MDI etc. for designing and conducting the 
programmes for SAIL executives. 
The generic objectives of the management programmes are to broaden 
the managers' vision and stimulate a more creative & inno\ative 
approach to problem solving and decision making in the organisation. 
The methodology includes class room lectures, case studies, individual 
and group exercises, role play, management games, syndicate 
discussions, project presentations etc. Average duration of the MDPs 
for the frontline officers is about 4 working days. The programmes held 
at CHRD, DSP and other HRD centres of SAIL plants are participated 
by the executives from El level to E5 level. 
Most of the trainers for the MDPs of DSP are the experienced, qualified 
and highly trained professional managers from CHRD and other 
departments of DSP who are given various types of exposures to 
management practices through different programmes including 
rigorous interactions. MDPs take care of the knowledge, skill and 
attitudinal needs of the participating managers who develop different 
"personal competencies" by attending the programmes. In CHRD, DSP 
there is a Management Development Section(MDS) with an 
AGM(HRD) as its head responsible for organizing and coordinating all 
the management programmes held throughout the year as per the 
individual, occupational and organizational training needs. MDS 
provide the infrastructural and academic support to the faculty 
members and the participants of MDPs. MDS also takes responsibility 
for giving support in terms of the effectiveness evaluation of the 
management programmes. 
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3.6.1 Different MDPs for Different Levels of Employees 
There are total 13 Management Development Programmes being 
conducted in Durgapur Steel Plant for the supervisors and the frontline 
managers. The programme briefs are shown in table 3.2. 
Table 3.2: Brief on Management Development Programmes 
Programmes 
Action Leadership 
Micro Planning 
EME 
MDP-I 
MDP-II 
Mgmt. Of Cap. Repair 
SDP 
Company Information 
Creativity & Innovation 
QMS ISO 9001:2000 
QC Concepts for 
members 
QC Concepts for 
facilitator 
Communication & 
Presentation Skills 
Participants' 
Level 
E3-E5 
E1-E5 
E5 
E1-E2 
E3-E4 
El & above 
Non-exe. 
Non-exe. 
E1-E5 
Non-exe. 
Non-exe. 
El & above 
E1-E5 
Duration 
in days 
3d 
4d 
5d 
4d 
4d 
2d 
4d 
2d 
2d 
Id 
Id 
Id 
2d 
Avg. no. of 
Programmes 
in a year 
2 
3 
5 
3 
3 
1 
6 
4 
3 
4 
5 
1 
3 
3.6.2 Programme Objectives and Brief Contents of Some MDPs 
Some of the important management programmes held in CHRD are 
Supervisory Development Programme(SDP), MDP-I, MDP-II, Action 
Leadership Programme(ALP), Microplanning, Creativity & 
Innovation(C&I), Communication & Presentation Skills(CPS), 
Enhancing Managerial Effectiveness(EME) etc. The brief objectives 
and contents of some of the above-noted MDPs are given below : 
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SDP Objective : To develop knowledge and skill in various basic 
supervisory functions such as communication, team building, 
motivation, problem solving etc. 
Programme Contents : Knowing the company. Total Quality Process 
and the role of supervisor. Improving communication skills, Managing 
discipline on the shopfloor. Team building and Motivation. 
C«&I Objective : To develop the understanding of the process of 
creativity and to enable the participants to apply their learning at the 
work place. 
Programme Contents : Introduction to creativity & innovation, 
Vertical & lateral thinking. Problem solving through brainstorming. 
Creative behaviour test, Stages of creativity. Various blocks to 
creativity. 
CPS Objective : To enable the participants to acquire necessary skills 
in business communication and develop the art of making effective 
presentation using different tools and techniques. 
Programme Contents : Basics of communication and specifics of 
business communication. Developing the presentation skills, Use of 
words, voice & the body language, Making presentation slides using 
MS-Powerpoint, Self improvement by continuous practice & feedback-
taking. 
3,6.3 Organising the Programme 
A well designed training programme if not implemented with proper 
care will not be as effective as it is intended to be. Management 
Develop Section ensure that each individual MDP has a dedicated 
programme Co-ordinator for organizing the programme with full 
enthusiasm and spirit. In fact, the programme Co-ordinator checks the 
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preparation for the particular programme with the help of a 
compreherisive check list at various stages i.e. before the programme 
during the programme and also after the programme. Programme co-
ordinator(PC) work in close association with the tutor/faculty members; 
MDS in-charge, departmental heads who are responsible for 
nomination of participants, participants themselves, HRD staff who 
give audio-visual and secretarial support and even housekeeping staff 
PC is the anchor person for programme inauguration, faculty 
introduction and programme valediction including participants" 
feedback taking. MDP class rooms are equipped with latest audio-
visual aid including multimedia projector for making the learning 
affective and enjoyable. MDP tutor takes the floor to facilitate the 
learning process so that the learning becomes participant-oriented. 
He/she makes the sessions interesting by using various modem 
techniques and concepts of management training that he has learnt 
mainly from the "Train the Trainer" programmes. The tutor/trainer 
plays a crucial role to make the sessions interactive in such a way that 
any participant can learn from his/her co-participants also in a natural 
and stress-free environment. The main job of the MDP faculty member 
is to create a conducive environment during the programme. The 
process of participant nomination for any particular MDP is very 
important for the success of the programme. In DSP the participants are 
nominated on the basic of the "Competency Assessment" done 
throughout DSP to identify the training needs. An MDP is conducted 
with some objectives called "Programme Objectives" and even each 
session has some specific objectives that are achieved during that 
session. Finally in the valedictory session an attempt is made to 
evaluate the effectiveness of the management programme. 
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3.7 Current Status of Effectiveness Evaluation of the MDPs 
From time to time every training director faces the nagging questions : what 
has been the impact and value of the training effort ? Does training really do 
any good to the individual and the organisation ? Does it modify behaviour ? 
Does it help an organisation meet its goals ? etc. Evaluating the impact of 
training is really a challenging task. The evaluation of training is relatively 
straightforward when it is in production/operation/technical areas whose 
results/output can be measured in terms of quantity & quality. But 
management training evaluation is different and difficult because it involves 
the development of conceptual, judgement and problem solving skills and the 
ability to work with others. 
In DSP the technical and management programmes both are evaluated. The 
most of the technical programmes are evaluated at three levels e.g. learning 
level, reaction level and application level. But the MDPs are evaluated only at 
the reaction level. At the end of the MDPs the individual the participants 
express their view points as to what is their opinions about the programme in 
terms of quality of tutor, programme contents & methodology, reading 
materials, learning environment with reference to the programme objectives. 
Finally the "Programe rating" is calculated on a 4-point scale and monitored 
and if the rating is found to be less than 2.85 out of 4 then action is taken to 
improve the next programme. Once in a while result level evaluation is done 
for one or two MDPs, but that too in an unscientific and weak manner. Most of 
the findings from this type of evaluation are intangible and highly subjective in 
nature. It is, therefore felt that the status of effectiveness evaluation of the 
management programmes held in CHRD, DSP is not very encouraging. It is 
rather superficial and somehow done to achieve only the minimum standard 
mentioned in the QMS documents. And no recent effort has been made to 
improve the evaluation standard of the MDPs at DSP. Not only in the context 
of SAIL, DSP but also in the overall organizational context in general the field 
82 
Chapter 3 Management Development Programmes at SAIL / DSP 
of training evaluation of the management programmes is still weak and 
unstructured and there is ample scope of good work to be done in future. 
3.8 Uniqueness of the Organisation in Respect of Learning and its Evaluation 
In 80's and 90's SAIL/DSP was not doing good in terms of productivity, 
profitability, quality etc. because lOf many reasons. The steel demand of the 
country (under protected economy and also during the initial period of the 
open economy) was not impressive. But all along, DSP's human resource 
(education, conciousness and behaviour of the employees etc.) has been 
assessed as good with respect to SAIL's other units and also the outside world. 
Moreover, Steel Authority of India is truly a learning organisation. Its previous 
leaders brought in a learning culture in SAIL and the present leadership is also 
contributing in terms of "knowledge renewal". But still a lot of effort is needed 
for the change and renewal of the organisation. For example the perfonnance 
evaluation matters need improvement. Since last few years, SAIL/DSP's 
executive performance appraisal system(EPAS) is being criticised by the 
insiders as well as the outsiders and experts. The existing EPAS caters only to 
the evaluation of performance of the executives/ managers. The need for 
inclusion of "values, potential and personal competencies" in the EPAS were 
being felt by all stake-holders. So some new EPMS (Executive Performance 
Management System) etc. was being thought of for implementation in SAIL so 
that its managers could be appraised and developed in terms of EQ-based 
competencies. A new model of EPMS under the guidance of Prof T V Rao, a 
voted HRD expert in India, is going to be implemented in whole SAIL from 
this year. Moreover, discussions are on as to how to make SAIL/DSP an 
emotionally intelligent organization. Training programmes are likely to pla} a 
key role in that process. 
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ChaDter-4 
Review of Earlier Studies 
4.0 Introduction 
This chapter reviews the studies that have been conducted in respect of both 
Training Evaluation and Emotional Intelligence. The chapter is organised in 
the following sequence: The first part reviews the studies carried out on the 
evaluation of training effectiveness in organisational context. The second part 
is devoted to studies on effective evaluation of the management development 
programmes. In third part, the review presents studies on developing emotional 
intelligence in individuals and organisations as well. Measurement of EI is the 
focus of review in fourth part. The fifth part presents a brief review of studies 
conducted in the Indian context. 
4.1 Studies on Evaluation of Training Effectiveness 
Training function has three phases : Pre-training phase, Training phase and 
Post-training phase. The post-training phase is taken up in this part. The crux 
of the post training phase is the evaluation of training. The basic purpose of 
Training Evaluation(TE) is to improve the quality and quantity of training, 
trainees, trainers etc. Following is the brief description of the studies on TE 
that have been carried out in the past. 
David L Korb (1956) noted that training could be measured with respect to 
three sets of criteria. These are : In-course evaluation of participants' progress. 
Impact on the participants after training and finally the Impact on the 
organisation. 
R P Lynton and Udai Pareek (1967) recommended training evaluation under 
three broad phases called the Pre-Training, Training and Post-training phase. 
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Different tests and instruments were made use of for conducting evaluation in 
each phase. 
Peter Warr (1969) had, for evaluating organisational training, recommended 
the CIPO framework. He observed that for comprehensive evaluation of 
training four types of evaluation had to be conducted. According to him. 
context evaluation, input evaluation, process evaluation and outcome 
evaluation are to be done for having an idea about the overall impact of 
training. 
Donald L Kirkpatrick (1970) evaluated a training programme for supervisors 
and foremen at two levels i.e. Reaction and Learning level with the help of pre-
and post-tests. 
A C Hamblin (1974) classified evaluation into five levels of cause-and-effect 
chain i.e. Reaction, Learning, Job-behaviour, Organisational improvement and 
Ultimate value. According to him, evaluation objectives are linked up with 
training objectives at each of the five stages. 
Donald L Kirkpatrick (1976) opined that four stages of training evaluation i.e. 
Reaction level, Learning level. Behavioural level and Result level should be 
considered for measuring the effectiveness of a training programme. Reaction 
level measures what the participants thought and felt about the training and the 
Learning level evaluation quantifies the resulting increase in knowledge or 
capability. Behavioural level gives an account of the extent of behaviour and 
capability improvement and implementation/application whereas the Result 
level measures the overall effects on the business or environment resulting 
from the trainee's performance. 
Hogarth (1977) had adopted a distinct methodology in his research on 
evaluation by using a sandwich training course spread over a period of two and 
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a half years. His study aimed at assessing the effectiveness of training in 
different circumstances involving managers, trainers and a control group. 
Impact of the training on learning and job-behaviour formed part of the study. 
4.2 Studies on Evaluation of the Management Development Programmes 
Any type of training programmes can be evaluated for the purpose of aualit\ 
improvement. The MDPs are also evaluated for their effectiveness, though 
evaluating the management programmes in an objective manner is quite 
challenging. The following evaluation studies were conducted in the area of 
Management and Supervisory Development Programmes. 
Dr. Norman Maier (1961) of the Survey Research Centre of the University of 
Michigan adapted a scientific approach to evaluate on-the-job behaviour of a 
human-relations training programme. He made use of experimental and control 
group and a before-and-after measure of on-the-job performance. The data was 
also obtained from the trainees' subordinates. The attitude and opinion survey 
instruments were designed by the Survey Research Centre. 
Alves and Hardy (1963) evaluated the overall effectiveness of training b> 
critically examining : 
• attitudes and perceptions of subordinates of trained supervisors measured 
through Multi-Relational Sociometric survey; 
• the feelings of trainees themselves by use of questiormaire; 
• the feelings of the trainees' Supervisors - with the help of questionnaires as 
to whether changes in trainees' behaviour had occurred as a result of 
training. 
Underwood (1965) used a novel method of assessing Laboratory Training 
Method by instructing a set of observers (selected by trainees) to report an> 
changes they perceived in the trainees or controllers' characteristic behaviour 
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patterns. The period of observation covered the fifteen weeks of the course and 
extended fifteen weeks beyond the end of the course. 
Malouf (1966) assessed changes resuhing from participation in a one week's 
Managerial Grid Program by giving trainees a set of questions before, 
immediately after and five months after the completion of the Programme. 
Questions were also sent to trainees' bosses and subordinates. The interesting 
finding was that changes were more apparent to trainees' subordinates than to 
their bosses. 
Abbatiello, A. A. (1967) studied the impact of a 17 day supervisory training 
course on attitudinal change. The research instrument was a word-association 
test requiring trainees to rate a given input on a graphic 3 dimensional scale i.e. 
• Evaluation (Good-Bad); 
• Activity (Active-Passive); 
• Potency (Weak-Strong). 
The tests were administered before and after training. 
Aston and Gustavson (1970) carried out a unique evaluation experiment 
spontaneously devised by the course participants during a two-week residential 
management seminar. Two of the members ; 
• kept a detailed participant observers' record and 
• distributed a questionnaire to other course members eliciting their 
views about the contents and also developed a socio-metric measure. 
It was revealed that the participants from whom other course members 
learnt, did not themselves learn much. This study shows the stance of an 
evaluator during training / learning. 
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Mahoney (1970) in his research used a pre-and post-test of knowledge, case 
problems and an attitude scale and compared it with a control group to e\ aluate 
a one-week training programme for managers. 
4.3 Studies on Emotional Intelligence and Emotional Competence 
The following major studies were carried out in the area of Emotional 
Intelligence, Social skills and Personal competencies which are the essential 
competencies / qualities of a leader : 
Walter Mischel (1960s), a psychologist at Stanford University, distributed 
marshmallows to the children and tested for their individual "ability to delay 
gratification". In this experiment, the ability to delay gratification was seen as 
a master skill, a triumph of the reasoning brain over the impulsive one. He 
observed that this master skill was a part of Emotional Intelligence. The 
marshmallow experiment established that EI matters more than anything else 
in determining success in life. 
David McClelland (1973) argued that traditional aptitude, school grades etc. 
did not predict how well people would perform on the job or whether the> 
would succeed in life. Instead, he proposed, after doing his experiments, that a 
set of specified competencies including empathy, self-discipline and initiative 
distinguished the most successftil people from the average ones. 
Howard Gardner (1983), while presenting his theory of multiple intelligences, 
concluded that there were more types of intelligence than traditional Linguistic 
and Mathematical intelligences. According to his theory, Interpersonal and 
Intrapersonal intelligences are the most important ones that any successful 
leader will always have in abundance. 
Weatherhead School of Management at Case Western Reserve Universit\ 
(1990s) studied the level of EI in their MBA students and they observed that 
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the retention level of the learned competencies was quite high even 2 to 3 years 
after completing the MBA course. 
Martin Seligman (1995) developed and presented a construct that he calls 
"Learned Optimism". It refers to the causal attributions people make when 
confronted with failures or setbacks. In research at MetLife, Seligman and his 
colleagues found that the optimistic professionals were much more successful 
than the others. He observed that optimism was an important aspect of EI. 
Cooper and Sawaf (1998) carried out a number of studies and opined that in 
positions of leadership, EQ was absolutely crucial. Emotional & interpersonal 
ineptitude in leaders lowers everyone's performance. 
McClelland (1998), while studying the leaders in 30 different organisations 
found that the most powerful leadership differentiators were self-confidence, 
achievement drive, developing others, adaptability and influence. As a result of 
this study Johnson & Johnson Consumer Companies enhanced their selection 
& performance management practices in several ways and enhanced the 
emotional competency of the organisation & the employees. 
David McClelland (1998), while applying "tipping point analysis to 
competencies", observed that an individual already having some EI 
competencies at a level close to the "tipping point" - that level of competency 
which is sufficient to become outstanding - should make a learning goal to 
develop those very competencies to the tipping point level or more for 
achieving success as a leader/manager. 
Goleman (2000) et. al of the Consortium for Research on EI in Organisations 
have enumerated several points to illustrate how much EI contributes to the 
bottom line in any work organisation. They opine that an emotionally 
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intelligent organisation is generally an excellent organisation with high 
profitability. 
Dunning (2002) found that the EI skills were essential, not optional, for the 
leader in the new millennium. He says that Relational Communication & 
Conflict Management are the two most important aspects of present-day 
leadership. 
Goleman, Boyatzis and McKee (2002), while researching the connection 
between Leaders' Styles and their level of EI, conclude that there are six 
distinct styles - Visionary, Coaching, Affdiative, Democratic, Pacesetting and 
Commanding - of leadership. First four styles are known as resonant styles and 
the last two i.e. Pacesetting and Commanding styles are the dissonant ones. 
Their research results show that the leaders who use styles with a positive 
emotional impact see decidedly better financial returns than those who do not. 
Moreover, the leaders with best results do not practice just one particular style 
in all situations. But one important thing is that the dissonant styles, if applied, 
must be applied with caution and sufficient preparation. 
4.4 Studies on Measurement of EI 
Everybody is interested to know whether EI / EQ can be measured as 
objectively as IQ. Following is the brief account of the EI measurement 
tecliiiiques that were experimented and used earlier: 
The experts at AIT and Essi Systems Inc. (1996) made a statistically reliable 
instrument for mapping individual EQ strengths and vulnerabilities and 
extensively researched and applied it in the USA, Canada and UK. The trade 
name of this instrument is EQMap. It can assess individual EQ profile 
quantitatively and pictorially and motivate any person to improve and succeed. 
EQMap is a self scoring instrument and it has in its "scoring grid" specific 21 
factors covering total five areas of EI. 
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Mayer, Salovey and Caruso (1997), while developing and using an ability 
based EI assessment model, opine that by testing a person's abilities on each of 
the four branches of EI (i.e. Perceiving, Using, Understanding and Managing) 
it generates individual scores for each of the branches as well as a total score. 
This test is known as MSCEIT or Mayer-Salovey-Caruso Emotional 
Intelligence Test which tests for one's attunement to Social norms. Individual 
with higher scores indicates higher overlap between his/her individual 
answers/responses and those provided by a worldwide sample of respondents. 
MSCEIT is actually based on a series of emotion-based problem-solving items 
decided upon by these three experts. 
Richard Boyatzis, Daniel Goleman et al (1999), while doing extensive and 
intensive research on EI related concepts as well as its measuring yardsticks, 
found out a solid instrument, which they named ECI - 1.0 (Emotional 
Competence Inventory version 1.0), covering total 20 EI competencies under 
four clusters. The clusters are Self Awareness, Self Management, Social 
Awareness and Relationship Management. This is a multi-rater instrument for 
finding out the competencies of an individual and is highly reliable & valid. By 
this instrument one can decide as to what is the level of various competencies 
& clusters of an individual. But according to this model, Goleman says the idea 
of an overall EI is meaningless, because of the fact that some of the 
competences are conflicting and overlapping in nature. 
Fabio Sala (2001) conducted EI Training Programmes for two groups of 
participants. Group-1 consisted of 20 participants from a Brazilian consumer 
retail organization and Group-2 of 19 participants from a large U.S. Govt. 
accounting organization. In both the cases, participants' emotional 
competencies where measured twice - once before training and another time 
after training. The time gap between the two measurements in case of l" 
Group was 8 months and that in case ofthe2"''Group was 14 months. For both 
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the groups the programme (Mastering Emotional Intelligence Programme or 
MEI) was conducted for total 5 days' duration, but in a phased manner - the 
three phases being: "Building Awareness" (2 days), "Deciding to Change" (2 
days) and "Practicing and Mastering" (1 day). In both the cases the 
improvement in average ECI scores (as per Goleman Model) was found after 
the training intervention. For first group, on average T2 scores were 11% more 
than Tl scores and for 2" group, average T2 scores were 24% more than the 
Tl scores. Finally, the MEI programme was found effective in improving EI of 
the participants. But it is always difficult to isolate the impact of the training 
intervention versus that of other variables that might have contributed to the 
higher ECI scores. 
Boyatzis, Goleman (2002) and their colleagues at Haygroup, USA while 
researching and revising their EI measuring instrument ECI - 1.0, observed 
that the total competencies should be reduced to 18 nos. from the existing 20 
nos. They finalized the revised version of Emotional Competence Inventory as 
ECI-2.0. It is a multi-rater instrument/questiormaire having total 72 questions 
covering 18 EI competencies forming four clusters. For any individual each EI 
competency is finally calculated on a five-point Likert scale. For the 
assessment of EI it is one of the best models/tools available. 
Emily A Sterrett (2003), a psychologist has established a tool for assessing EI 
which is based on 360 degree evaluation including self-assessment. She uses a 
self assessment questionnaire and a leadership assessment checklist both using 
the 5-point scale for response to be given by the self, peer, boss, junior, 
customer etc. 
K V Petrides et al (2004) conducted several studies in order to develop a EI 
measurement tool of high quality. This is a trait-based model for EI assessment 
generally known as Trait Emotional Self-Efficacy. The exact instrument -
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Trait EI Questionnaire or TEIQue - is of self-report type having total 153 
questions covering a total of 15 EI related facets. By using this instrument one 
can know about his/her emotional competencies and go for self improvement. 
Reuven Bar-on (2006), a psychologist posits that EI develops over time and 
that it can be improved through training, programming and therapy. The Bar-
on EQ assessment model is a mixed model which is known as Emotional-
Social Intelligence or ESI. The Bar-on instrument for EI measurement known 
as EQ-i is a self report questionnaire that provides an estimate of one's 
Emotional and Social Intelligence. 
4.5 Studies Conducted in Indian Context 
A no. of studies on Training Evaluation and Emotional Intelligence were 
carried out in India. Some major studies that were held in Indian organisations 
/ institutions are mentioned below : 
S K Roy (1980s) of IIM, Bangalore, while evaluating a Supervisory training 
programme at Ahmedabad Textile Industry's Research Association (ATIRA). 
observed that the training should be evaluated against the internal criteria 
measures of trainee reaction and learning. These two levels of evaluation were 
done tlirough open-ended interview and subject-matter tests respectively. 
B R Virmani and Premila Seth (1985) suggested that the evaluation of a 
number of items at various phases are necessary. According to them, one has to 
cover the areas of Context evaluation, Input evaluation. Reaction level 
evaluation, Learning level evaluation. Job-improvement plan, On-the-job 
evaluation. Follow-up & transfer for completing the cycle of assessing the 
training effectiveness. They gave a concept of Learning Index(LI) for 
presenting a quantitative account of the benefits in terms of learning from an\' 
training programme. According to them LI is defined as follows: 
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Post-training score(%) - Pre-training score(%) 
LI = - — — X 100 
(100 - Pre-training score(%)) 
Dalip Singh (1996) compared the personality characteristics - that form the 
core of emotional agenda - of Indian managers working in public and private 
sectors respectively. The results revealed a lot of differences in El between 
private sector managers and PSU managers. 
P V S Sharma (1998) et al of Steel Authority of India Limited introduced 
Systematic Training Audit as a method of Training Impact Evaluation. They 
observed that the three systems viz. Auditing, Writing Standards and 
Networking of Trainers formed a triad of quality improvement system in 
training. The benefits of the triad of training accrued to SAIL were : 
• Continuous improvement of effectiveness of training; 
• Linkage of training with needs of the organisation and its employees; 
• Development of professional expertise; 
• Development of procedure manuals and trainer manuals. 
N. K. Chadha (2001), a professor of psychology in the University of Delhi, 
found out a comparatively simple technique of calculating an overall EQ of an 
individual. He observed that the "Behavioural Event Interviewing through his 
structured self-report questionnaire" was an objective tool for EQ 
measurement. The respondents were required to give their quick and honest 
behavioural response to some framed work-related situations. By adding the 
marks (Pre-decided marks are allotted to various possible responses against 
each question/situation) obtained against all the 15 situations, the overall EQ 
score for an individual was calculated. 
Mansi (2002) of Delhi University, while studying the relationship between EI 
and decision making ability among Indian managers, found no significant 
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relation between EI and decision making for the entire sample. The study had 
two objectives - to determine to what extent emotional intelligence affects 
decision making among managers and to establish the relationship between EI 
and decision making, if any. A total of 220 managers of an apex financial 
institution were taken as the sample for the study. The measure develop b>' 
Daniel Goleman was used to assess their EI. To measure the decision-making 
variable, a questionnaire developed by the Psychology Department of Delhi 
University was administered. The data were analysed through SPSS package 
and the results showed no significant co-relation between EI and the decision 
making ability. 
Regina Roberts (2002) of the University of Delhi, in her study on the EQ of the 
M>JC executives posted in India, opined that the high EQ leads to low burnout 
and high conflict resolution capability of the executives. The specific 
objectives of the study were - to study the relationship between EI and 
Burnout and to study the relationship between EI and conflict resolution styles. 
The sample was drawn from an America-based multi-national company. The 
subjects included their executives posted in India. EQ was measured with the 
help of the instrument developed by Prof N K Chadha of Delhi University. 
Burnout was measured with the help of the Maslach Burnout Inventory(MBI) 
and Conflict Resolution Styles (CRS) were measured with the help of CRS 
constructed and standardised by S P Robbins. After collecting data from the 
willing respondents, analysis was done using t-test. The results showed that 
high EQ lead to low Burnout and better conflict resolution capability. 
Roopsmita Rajkhowa (2002) of Delhi University carried out a study on the EI 
of the IAS officers and found that the most of the Administrative service 
officers had average level EI. The objectives of the study were to make a 
profile of the EQ levels of the IAS officers and to compare the EQ of the 
younger officers and that of the older ones. The sample consisted of 60 IAS 
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officers belonging to the Assam cadre. The sample was further divided into 
two groups on the basis of age. The tool used for the study was a structured 
questionnaire (EI test developed by Prof. Chadha). The findings showed that 
very few officers had high or below average level of EQ and most of them had 
average level of EQ. It also revealed insignificant correlation between El and 
age. 
Dalip Singh (2003) carried out a research in Indian context to test the 
hypothesis that different professions may require different levels of EI. He 
concluded that all professions require EI. But some might require more EI than 
others. He divided the professions into 3 categories - one needing extremely 
high E.I, the 2"** requiring high level EI and the third category that needed 
average EI. He also found that different professions might need different levels 
of specific EI competencies for the achievement of success. 
Dalip Singh (2003) found that the leaders needed higher amount of EI because 
nature of their job that called for interacting with a large number of people, 
empathising and understanding them. He along with Prof N K Chadha of 
Delhi University found an instrument for measuring the Emotional Quotient. 
As per their construct EI was divided into three psychological dimensions such 
as emotional competency, emotional maturity and emotional sensitivity. 
Emotional competency constitutes the capacity to tactfully respond to various 
emotional stimuli. Emotional maturity constitutes evaluating emotions of 
oneself and others. Emotional sensitivity constitutes understanding threshold 
of emotional arousal. Their valid and reliable instrument was a questionnaire 
based on "Emotional Event Interviewing" and it contained 15 questions. This 
test could find out one's EQ in a quantified way. 
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4.6 Conclusion 
On the basis of the review of these studies it is evident that there are 
comprehensive literature support and well laid-out conceptual framework for 
the training effectiveness evaluation in general as well as the comparatively 
newer field of Emotional Intelligence. But the literature available so far for 
evaluating the management programmes is comparatively weak. The existing 
concepts & methodologies for effectiveness study of the MDPs in general and 
the Management Development Programmes meant for the development of 
attitudes and social skills in particular are mostly subjective in nature. Rather 
the various measurement tools available for the assessment of Emotional 
Intelligence are much more focused and concrete. There is clear gap in the 
existing literature on MDP evaluation in respect of its objectivit) and 
quantification. Effectiveness evaluation of the MDPs is crucial for the 
improvement in quality of the MDPs in terms of their contents and 
methodology. It is an essential pre-requisite to any Organisational 
Development effort. Review of research on MDP evaluation indicates that the 
absence of objectivity and quantification in MDP evaluation needs to be 
addressed. 
There is need for more studies on evaluation of the MDPs so that their 
evaluation could be carried out in an objective manner. This can then become 
the basis for designing much better MDP evaluation model. This study 
attempts to address the existing problem of MDP evaluation by identifying 
some suitable emotional competency measurement tool and using the same for 
the effectiveness evaluation of the Management Development Programmes in 
an objective and quantifiable manner. 
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Chapter 5 
Research Framework & Methodology 
5.0 Introduction 
This chapter presents the Research Framework and Methodology adopted in 
this study. Measuring or evaluating the effectiveness of the Management 
Development Programmes is at the core of improving the quality of the MDPs 
held in the organisations. Soft skills- and attitude-based MDPs have the 
capability to improve the Emotional Intelligence of the participating managers. 
It is therefore necessary to measure the various domains of Emotional 
Intelligence of the participants once before attending an MDP and once again 
after attending the programme for knowing the level of improvement that has 
taken place. Hence EI measurement can lead to a kind of tangible and 
objective evaluation of the impact of the MDPs. 
5.1 The Problem 
In today's era, there is an eagerness to ascertain the impact and effectiveness of 
any jobs/tasks/projects being undertaken. This result-oriented mindset is 
helping evolve concepts like process mapping, process review, process 
improvement etc. The field of training and development is no exception. 
Training directors and managers are taking keen interest in "Training 
Evaluation". It has actually become an integral and ongoing part of training 
and HRD in the organisations and institutions. 
The Training Evaluation is extremely challenging and delicate area in Training 
& Development. Within that, "MDP evaluation" is ever more challenging as 
well as sensitive. It needs to be handled and managed with care and attention. 
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MDP evaluation has to be done without prejudice and preset narrow targets. If 
the training evaluators are under obligation or constrained to prove something 
(good/bad or improvement/deterioration etc.) then the purpose of the 
evaluation is altogether defeated. It is imperative that MDP evaluation be done 
systemically and objectively. 
A number of studies have been conducted on training evaluation in general and 
MDP evaluation in particular. However, very few studies are available in the 
field of MDP evaluation where the evaluation has been able to detect tangible, 
measurable, specific organizational and individual benefits due to the 
participation in an MDP. We could not come across many studies on objective 
evaluation of the soft skill-based MDPs. 
Today's most successful and growing organisations are expected to be 
emotionally intelligent. The emotionally intelligent organisations are inhabited 
by the emotionally intelligent leaders and managers. There was a concern in 
SAIL/DSP to assess whether its training programmes are influencing the EI of 
its participants. The training programmes which are designed to enhance the 
social skills, values, soft skills, personal competencies are expected to improve 
the EI of the participants as well. In Durgapur Steel Plant there are a number of 
Management Development Programmes for the front line managers designed 
and conducted for enhancing the soft skills and social skills of the participants. 
The organisation desired an objective evaluation of those selected 
programmes. But evaluation of those programmes is really challenging not 
only in the context of SAIL/DSP but also in any kind of business 
organizations. In fact, measuring any attitude-based item in an objective 
manner is extremely challenging. 
Lack of concrete quantitative approaches for evaluating the management 
programmes and lack of depth and width of MDP-related research particularly 
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in the context of the programme evaluation has been a major concern area in 
this regard. A key imperative, therefore, is evaluating the soft slcill-based 
MDPs in a systematic manner. Present study is a step in that direction. 
5.2 Objectives 
This study aims to understand Training Evaluation in respect of the 
Management Development Programmes, especially those designed to improve 
the soft skills and social skills of the participating managers. This study makes 
an attempt to evolve a model for MDP evaluation through measurement of 
change in the Emotional Intelligence of the participants. More specifically we 
aim to : 
1) Present a new Training Evaluation model: "Training Evaluation through 
Emotional Intelligence measurement" for the soft skill-based MDPs. 
2) Study the inter-relationship between various socio-demographic factors and 
Emotional Intelligence of the frontline managers in SAIL/DSP. 
3) Study the average level of Emotional Intelligence of the frontline managers 
at SAIL/DSP. 
4) Test the effectiveness of the selected MDPs in enhancing various 
Emotional competencies and clusters of the participating managers. 
5) Find out ways to develop the emotional intelligence of the people and 
sustain it for a longer period. 
5.3 Selection of the MDPs and their evaluation pattern 
There are 13 Management Development Programmes conducted for the 
frontline executives in SAIL/DSP on a regular basis. Out of these, seven MDPs 
are having some contents related to the soft skills, social skills or personal 
competencies. The process of programme content analysis was done by a team 
of trainers and MDP experts. Finally three MDPs were selected for evaluation 
in this stud> after second round of discussion. These three MDPs are 
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Enhancing Managerial Effectiveness (EME), Action Leadership 
Programme(ALP) and Management Development Programme-II(MDP-Il). 
Methodology for selection has been based on "Opinion collection from the 
trainers/experts" of SAIL/DSP. Outside experts were also consulted. These 
three programmes were the key MDPs regularly conducted at all SAIL 
plants/units for the frontline managers of E3 to E5 grades. Moreover, each of 
EME, ALP and MDP-II has some specific programme contents that are 
supposed to improve the participating managers' attitude aspects and the social 
intelligence. The programme structures of the three selected MDPs are 
presented in Annexure-6. It was decided that one specific programme of each 
type would be taken up for this study. The three specific programmes selected 
for the evaluation study are: EME (held from 07/03/2006 to 11/03/2006 with 
10 participants of E5 level), ALP (held from 01/02/2006 to 03/02/2006 with 4 
participants of E3 to E5 level) and one MDP-II(heId from 17/01/2006 to 
20/01/2006 with 15 participants of E3 to E4 level). All the 29 (10 + 4 + 15 = 
2S)) participants/managers who participated in any one of these three 
programmes have been assessed in terms of enhancement in their EI 
competencies due to their participation in the respective MDP. The total period 
of study is for one year from January, 2006 to December, 2006. During this 
period semi-structured interviews of the managers / respondents were also 
conduct along with administration of the relevant questionnaires 
These particular set of programmes were chosen for they were held almost 
concurrently. The EI evaluation for the participants of these three particular 
MDPs were done twice - once before training and another time after training. 
Data collection for Pre-training evaluation for all three MDP participants was 
done using ECI - 2.0 questionnaire during the period when the participants 
were attending the programme at CHRD. Data collection for the Post-training 
evaluation was done 6 months after the respective programmes were 
conducted. For MDP-II participants the data collection for Post-training 
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evaluation was done from 20.07.2006 to 23.07.2006, for ALP participants it 
was from 03.08.2006 to 07.08.2006 and for EME participants from 11.09.2006 
to 15.09.2006. It was decided to carry out the post-training assessment 6 
months after the respective programmes were held for it has been found from 
earlier studies (as reported by HayGroup representative) that it takes minimum 
6 to 7 months time for the learners/participants to internalize/develop the EI 
competencies in them. 
These three groups of participant (MDP-II : 15 participants, ALP : 4 
participants and EME : 10 participants, i.e. total 29 participants) comprised the 
"experimental groups" or EG. For offsetting the effect of time and other 
extraneous factors in the study one common control group was formed and 
studied. This control group was categorised as "pooled control group" or PCG 
which consists of E3, E4 and E5 level managers (a total of 15 executives) who 
did not participate in any management development programme in the year 
2006. The PCG participants were also evaluated for their EI twice - once, 
between 14.03.2006 and 18.03.2006 (time Tl) and another time, between 
20.09.2006 and 25.09.2006 (time T2). The time T2 for the assessment of 
pooled control group members has been fixed in such a manner that it matches 
with the timing of the post-training evaluation of the MDP held last i.e. EME 
programme. And the time Tl for the PCG members' assessment has been 
finalized almost 6 months before time T2. Each member of EG and PCG both 
was assessed by his supervisor (one person), two colleagues and two juniors 
working under him (the respondents were DSP executivesthemselve). In this 
study, self assessment has not been used because of the fact that self-
assessment is mostly inflated and the experts opine that the "self assessment" 
and the "assessment by others" cannot be mixed up or averaged for EI 
calculation purpose. In fact for research purpose non-self rating is considered 
as authentic and most useful. The improvement of each of the EGs from pre- to 
post-training evaluation on EI competencies has been compared [refer para 6,2 
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(c) of chapter 6] with the improvement found in the PCG from time Tl to T2. 
to actually understand the impact of training through the three MDPs under 
consideration in this study. Plan of evaluation is presented in Table 5.1. 
Table 5.1: Evaluation of MDP participants/Control Group members 
GROUP 
MDP-II 
(EG) 
ALP 
(EG) 
EME 
(EG) 
PCG 
(E3-E5) 
EVAL. - 1 
Time Tl 
17-20/01/06 
15 participants 
01-03/02/06 
4 participants 
07-11/03/06 
10 participants 
14-18/03/06 
15 members 
EVAL. - 2 
Time T2 
20-23/07/06 
15 participants 
03-07/08/06 
4 participants 
11-15/09/06 
10 participants 
20-25/09/06 
15 members 
Remarks 
For the MDP participants 
evaluation-1 has been done during 
the respective programme. For any 
member of Experimental Group or 
the Pooled Control Group there 
are a total 5 assessors/respondents. 
Reporting Officer (1), Peers (2) 
and Juniors (2). 
As all the 29 participants of the selected three programme have been 
considered for assessment in this study, this is a case of "complete 
enumeration", which means that for the experimental group members we have 
done "census study" (not sampling). The 15 members of the PCG have been 
selected as per "convenience sampling". Here, the members (total = 29 + 15 = 
44) of EG and PCG were not the main respondents, as specified earlier, for our 
study. Rather they were assessed (for their EI competencies) by the respondent 
groups who were also the DSP managers. The respondents were their 
Reporting Officers, Colleagues and Juniors who were the executives of DSP 
from El to E7 levels. So, ideally there should have been 220 respondents (44 x 
5) and 440 responses (44 x 5 x 2) including all the assessments of all three EGs 
and the PCG at time Tl and the subsequent assessments at time T2. But 
actually in the Tl assessment phase for all the four groups (three EGs and one 
PCG) a total 201 filled-in questionnaires were returned and in the T2 
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assessment phase 183 filled-in forms could be collected. So, a total of 384 
forms filled in by the respondents for assessment (at time Tl and T2) of the 44 
assessed managers including EG members and PCG members were returned. 
Therefore, 87% of the selected respondents actually responded. 
In Durgapur Steel Plant the strength of total executives/managers (from E1 to 
E9 grades) is 1728 and the strength of E3 to E5 executives is 649. Total 
strength of our respondent sample (only EG members who are all between E3 
and E5 grades) is 29 which is about 4.5% of the total population. So, the 
sample size in this case is standard and balanced for analysis and 
interpretation. As all the frontline managers (E3 to E5) in SAIL/DSP attend 
these 3 programmes one after another at some point in time, it can be 
concluded that the sample in this study is the true reflection of the population 
in terms of characteristics like education, experience, competencies, 
leamability etc. even though the sample has been selected as per convenience 
sampling. 
5.4 Data source 
The study is based on both primary and secondary data. The primary data has 
been collected through valid and reliable instrument (called ECl-2.0). ECI-2.0 
is a questionnaire (designed by M/S HayGroup) having a total number of 72 
statements/questions. ECI-2.0 was first distributed to a few DSP managers and 
trainers and they were requested to fill in one questionnaire each (for assessing 
one of their well-known colleagues) on trial basis. This was aimed at 
'Statement checking" before using the instrument/questionnaire for final data 
collection. In the main study one "Basic information sheet" was used for 
collecting socio-demographic data relating to the MDP participants. Basic 
information Sheets (refer annexure-1) were filled in by the MDP participants 
themselves and ECI-2.0 questionnaires (refer annexure-3) were filled in by the 
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manager/Reporting Officer, colleagues and the juniors of the MDP 
participants before training and also 6 months after training. 
Secondary data have also been used in this study. Programme ratings of the 
consecutive 10 programmes (including the specific programmes selected for 
this study) of each of the 3 selected MDPs have been collected from CHRD's 
training records of DSP. The programme ratings indicate the participants 
"satisfaction level" after attending the MDP. 
5.5 Research Design 
In view of the fact that most of the training evaluation models available 
particularly in the area of the Management Development Programmes are 
subjective, an attempt has been made to design a "robust MDP evaluation 
model" that can measure the effectiveness of the MDPs/LDPs quantitatively. 
To that effect this study attempted at evolving a new approach for effective 
evaluation of the MDPs. This model of training evaluation can then be applied 
to those MDPs which are conducted for improving soft skills. This new model 
of TE can be termed as "TE through EI assessment". The research design 
evolved and finalized for the study can be described as a descriptive one. It 
may be noted that the entire research design for this study was crystallized in 
consultation with the experts of M/S HayGroup (refer Annexure-8) of Boston, 
USA. They granted this researcher the status of their "approved researcher". 
Some other noted experts on research methodology and statistics were also 
consulted. 
5.6 Selection of a valid and reliable Instrument and its Validity & Reliability 
For carrying out MDP evaluation by assessing the EI of the participants, the 
instrument for assessment/measurement needs to stand the test of scientific 
rigour. Initially an attempt was made to design/develop a suitable instrument 
for EI measurement. For designing a high quality instrument for the study. 
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available instruments were consulted and analysed. At the same time the 
available models of EI were also studied comprehensively. For example, 
Goleman model of EI has 18 different EI competencies such as Emotional self-
awareness, accurate self-assessment, self-confidence etc. So, for designing a 
comprehensive EI measuring instrument/questionnaire all the 18 individual 
competencies have to be covered by inclusion of some competency-specific 
questions. Developing a questiormaire is easier. However, testing its validity 
and reliability and subsequently standardizing it for application purpose is 
extremely challenging and time consuming. Because, for testing and ensuring 
validity/reliability of any instrument relating to people skills / leadership skills 
etc., a lot of resources (time, money, manpower, effort etc.) are needed and the 
application of the instrument to be tested has to be on a large-scale basis. So, 
the existing instruments were searched for and studied. The following 
instruments were perused: 
1) Behavioural event interviewing questionnaire (self-report only) designed 
by Dr. N K Chadha of Delhi University and Dr. Dalip Singh, IAS. 
2) Self-report questionnaire and multi-rater assessment questionnaire 
proposed by Dr.Emily Sterret. (reliability / validity not tested on large 
scale) 
3) Mayer-Salovey-Caruso emotional intelligence test (MSCEIT) designed by 
the three EI experts Mayer, Salovey and Caruso, (self-report only) 
4) Trait EI self-report questionnaire (TEIQue) established by K V Petrides 
and others. 
5) EQ-i instrument (self-report only) designed by Reuven Bar-on. 
6) Emotional Competence Inventory (ECI) questionnaire designed and 
developed by Dr. Daniel Goleman and Dr. Richard Boyatzis (based on 
mixed model of EI and having scope for both self-report and non-self 
report systems). Two versions of the questionnaire available. The revised 
and latest version is known as ECI - 2.0. 
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Finally, ECI - 2.0 (refer Annexures-3 & 9) was selected as the most apt 
instrument for this study. This instrument had earlier been tested on man\' 
employees of many organisations from different countries of a few continents 
(including Asia/India) and found valid & reliable, as informed by HayGroup 
experts. 
There are multiple criteria for selection of the instrument. Firstly, one has to 
consider that the instrument is based on. which model of EI. Secondly, whether 
it's a self-report instrument or multi-rater instrument? Thirdly, whether the 
instrument is valid and reliable particularly in the Indian context? ECI - 2.0 
was finally selected as an apt instrument for this study. This study is about 
training evaluation which is ultimately for development purpose and ECI - 2.0 
is an instrument which as per its designers at HayGroup, is also to be used for 
development purpose and not for administrative purpose like promotion, 
retrenchment etc. ECI - 2.0 is an instrument which is not available to the users 
in general. HayGroup of USA gives permission and access to it free of cost 
only to the EI researchers and the scholars when they are fully convinced of 
the potential, academic contributions and depth of the proposed research. Once 
the Instrument was finalized, it was then assessed whether the ECI - 2.0 in full 
should be used for the measurement purpose in all the selected three MDPs or 
the relevant and specific part of it should be used depending upon the specific 
MDP and its contents etc. After discussion with the experts it was decided that 
the entire ECI - 2.0 with all its 72 questions (refer Annexure-3 and 4) should 
be used in its unchanged form for EI measurement of the participants of all the 
three MDPs before training and after training. 
As the ECI - 2.0 in its unchanged form has been used for this study, the testing 
of validity and reliability of ECI - 2.0 is not required, because the validity and 
reliability is confirmed by the documents given in ECI - 2.0 technical manual 
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prepared by its original designers at HayGroup. Internal Consistency and Test-
Retest Reliability were found high for the ECI - 2.0 and it passed the tests of 
Concurrent Validity, Predictive Validity, Content Validity, Construct Validity 
etc. as reported in the ECI - 2.0 technical manual in detail. 
5.7 Pattern of analysis 
In this study we have collected data in 3 distinct ways. Firstly, in the main 
study, the primary data (quantitative) have been collected through ECI - 2.0 
questionnaires, once before training and another time, 6 to 7 months after 
training. Here, data have been collected for the four groups of DSP managers 
i.e. three Experimental Groups (or Treatment Groups) and one Pooled Control 
Group. The data have been gathered from respondents, that are another set of 
DSP managers who happen to be Reporting Officers, Peers and Juniors of the 
EG members and the PCG members. Data collected through the main study 
have been analysed using the SPSS and MS-Excel packages. Secondly, the 
main quantitative study has been supplemented by another set of auxiliary data 
collected through a series of semi-structured interviews of selected DSP 
managers (some of them were EG/PCG members and some of them were non-
members as well). These auxiliary data have been analysed and used to finally 
prepare a comprehensive Case Study. Thirdly, a limited degree of Secondary 
Data have also been analysed and used in this study to corroborate our findings 
from the Main Study. Secondary Data is mainly in the form of conventional 
"reaction level feedback" (quantitative & qualitative) given by the participants 
of the three MDPs under consideration. These data so collected has been 
analysed using simple arithmetic such as Mean, Percentage etc. 
The main (quantitative) study has used a standard instrument called ECI-2.0 
(the revised version of ECI developed by Goleman and Boyatzis of 
HayGroup). Norms of analysis have also been proposed by HayGroup (through 
their "ECI technical manual [new]" updated in Oct. 2005). The calculation of 
the emotional competencies for any particular candidate (i.e. member of EG or 
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PCG) has been done using the data collected from the field according to the 
multi-rater assessment system in a standard way (refer annexures- 5 and 9). In 
this study self-rating has been avoided and "rating by others" has been chosen 
as the method for assessing emotional competencies. Data has been analysed in 
three ways-firstly, individual EI competency-wise, secondly, cluster-wise and 
thirdly, mandatory competency-wise. 
There are 6 mandatory competencies out of the total 18 (refer Annexure-7). 
According to the Goleman model (i.e Emotional Competence Inventory 
model), there is no concept of overall Emotional Intelligence. The total or 
average of all the individual competencies for any person cannot give any 
meaningful information about that person, because nobody is expected or 
required to have high ratings in all the competencies for being successful. 
Rather, there are some competencies which are antagonistic and there are some 
which may have alternate manifestations. For example, if someone 
demonstrates a great deal of Self control, he may have a difficulty 
demonstrating Initiative. Individuals may be equally effective in many ways. 
But there are some competencies which are mandatory for any individual's 
effectiveness and success. The mandatory competencies are Accurate self 
assessment, Emotional self awareness. Self confidence. Emotional self control. 
Empathy and Influence. The measure of the mandatory competencies is very 
important and meaningful for any person. Competency scores for each of the 
individual competencies and clusters including "mandatory competencies'" (or 
mandcom) have been calculated on a five-point Likert scale. The individual 
competency scores for each of the MDP participants and the control group 
members have been calculated by using a well-designed "calculation format'" 
(refer Annexure-5). 
For this study quantitative analysis has been done with the help of MS-Excel 
and SPSS packages as and when required. Individual competency scores (pre-
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training and post-training) for all the 44 members of the four groups (ALP, 
EME, MDP-II and PCG) have been calculated on a five-point Likert scale 
using the data collected from the field (refer Annexures-1, 2, 3 and 9). Cluster-
wise competency scores and the mandcom score also have been calculated on a 
five-point scale using the simple arithmetic mean. The following formulae 
have been used to find out the various ECI cluster scores: 
^^ ASA + ESA + SC _,^  ESC + T + A + AO + I + 0 
SA = SM = 
3 6 
^ ^ E + OA + SO „ , . IL + In + DO + CC + CM + TC 
SoA = RM = 
3 6 
,^ , ASA + ESA + SC + ESC + E + In 
Mandcom = 
6 
Improvement in the competencies and the clusters has been ascertained 
through the Learning Index values for each of the 44 members/managers. 
because Learning Index is a better measure of effectiveness than the 
"difference between post- and pre-training" scores. LI values have been 
calculated by using the standard formula (refer Chapters-1 and 4). Say for 
example, LI(Accurate Self Assessment) is to be calculated for a particular 
individual, whose ASApre-training and ASApost-training scores are 3.5 and 4.0 (both 
on a 5-point scale) respectively. In this case the LI(Leaming Index) will be 
calculated as follows: 
U{ASA) = '^•^"^•^ X 100 = 33.33 
5.0-3.5 
Correlation between the Mandcom and various socio-demographic factors has 
been tested using SPSS (Pearson's Correlation Module). For ascertaining 
training effectiveness of the three MDPs, Kruskal-Wallis one way ANOVA by 
ranks or Kruskal-Wallis test (a simple non-parametric statistical test) has been 
applied and inferences drawn accordingly. 
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The average % improvements (shown in the table no. 6.8) in Emotional 
Intelligence due to the various MDPs has been calculated using the following 
formulae: 
Net Improvement = (Post-training score - Pre-training score) for experimental group 
- (Post-training score - Pre-training score) for pooled control group 
Net Improvement X 100 
% improvement = ; 
Pre-training score 
5.8 Use of auxiliary Instrument for qualitative analysis 
In this study the EI improvement, leadership development process etc. have 
been analysed using qualitative as well as quantitative approach. Some 
members of EGs, PCG and some non-respondents (they are also the managers 
in DSP) were interviewed in a semi-structured manner. The data and 
information available from the series of interviews were recorded and 
subsequently used to develop a comprehensive Case Study (detailed in chapter 
6) on leadership development process. The case study supplemented 
quantitative analysis carried out as a part of the main study. 
5.9 Leadership Competencies or EI Competencies 
There are a total 18 EI competencies (that form 4 clusters) as per the ECI - 2.0 
system of assessment proposed by Goleman and Boyatzis of HayGroup. The 
EI competencies and clusters are detailed in Annexure-7. In this study all the 
44 members of EG and PCG have been assessed for 23 parameters. These 23 
parameters are: 18 individual competencies, four (4) competency clusters 
(refer annexures-7&9) and one (1) special cluster called Mandcom [refer para 
5.7]. 
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5.10 Limitations of the Study 
• Though EI competencies are applicable to various industries and 
organisations, there is a need to exercise caution while applying the 
findings / recommendations of this study in other industries and 
organisations. 
• In some cases, less than 5 assessors have assessed some particular 
managers due to non-availability of the assessors on time. So the 
assessment of those particular managers has not been as per the exact 
research plan. 
• The required level of EI competencies for the various nature of jobs done 
by the professionals (like say design engineers, maintenance engineers, 
doctors, finance professionals, IT professionals etc.) are not assessed in this 
study. 
• In some cases the exact timing of assessments as per plan could not be 
adhered to due to some unavoidable reasons. Effort has however been 
made to organise the "assessments by the respondents" as accurately and 
timely as possible. 
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Chapter 6 
Results and Discussion 
6.0 Introduction 
This chapter presents findings of the study. It shares results derived from 
the quantitative as well as qualitative analyses. The chapter corroborates 
results of this study with that of the earlier studies. 
6.1 Overall Results 
Findings of the present study comprehensively establish that the frontline 
managers of Durgapur Steel Plant have appreciably good Emotional 
Intelligence on the average (table 6.1). It is also established that the existing 
Management Development Programmes of SAIL/DSP are generally 
effective in improving EI of the participating managers. The quantitative 
analysis reveals that out of the three selected MDPs, two (ALP and EME) 
are effective in bringing improvement in Emotional Competencies of the 
participants. But MDP-II programme is not found that effective in respect 
of improving participants' emotional competencies. 
Comparing the results of the present study with the pioneering study of 
Fabio Sala (2001), we get an idea that the existing programmes held at DSP 
are not effective in improving some of the emotional competencies at all 
(table 6.3 to 6.7). In Sala's (2001) study the programme (Mastering 
Emotional Intelligence or MEI) was specially designed for EI development 
purpose and the programme was conducted in phased manner as process 
where practice sessions were provided under guidance. But the 
programmes selected for the present study are the general purpose soft 
skill-based programmes. The correlation between EI and the socio-
demographic factors could not be established (table 6.2). It has however 
been established by the case study that the emotional competencies are the 
learnable competencies. 
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6.2 Results based on quantitative analysis 
a) Average EI competencies(before training) of DSP managers 
Following are the cluster-wise average competency scores (average of 
all the 44 DSP managers): 
Table 6.1: Cluster-wise ECI Scores of DSP managers 
ECI Cluster 
Self Awareness 
Self Management 
Social Awareness 
Relationship Management 
Mandatory Competencies 
Average Score on 5-Point Scale 
3.80 
3.70 
3.82 
3.61 
3.75 
It was found that DSP managers' emotional competency scores were 
good enough (even before training) to smoothly carry out the various 
managerial functions in the departments. At the same time, there was 
scope for further improvement of emotional competencies in them. 
b) Correlation between EI and various socio-demographic factors 
Goleman model suggests that there is no concept as overall EI. In line 
with that, the average score of the mandatory competencies, called 
Mandcom, (i.e. on a 5 point scale) has been considered as the EI of a 
person for the time being. So the correlation between mandcom and the 
various socio-demograpic factors has been thought of as the correlation 
between EI and the socio-demographic factors. Pearson correlation 
coefficients (calculated from the primary data using SPSS package) are 
presented in table 6.2. 
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Table 6.2: Correlation between EI and Socio-demographic factors 
SI No 
1. 
2. 
3. 
4. 
5. 
6. 
7. 
Socio-demographic factor 
Work Experience 
Education Qualification 
Area of Residence during childhood 
Age in years 
Level/Grade in the organisation 
Parents' income during childhood 
Job nature 
Correlation Coefficient 
+ 0.032 
-0.031 
-0.101 
+ 0.027 
+ 0.183 
-0.113 
-0.145 
It has been found from this study that the correlation between El and 
each of the various demographic factors (such as work experience, 
qualification, area of residence during childhood, age, level in the 
organisation, parent income status during child hood and job nature) is 
almost non-existing. It is evident from table 6.2 that none of the seven 
socio-demographic factors is significantly correlated (either positively or 
negatively) to Emotional Intelligence. Though Goleman (1998) reported 
research demonstrating a positive correlation between EI and age, in 
Indian context, Roopsmita Rajkhowa's (2002) study confirmed no 
significant correlation between the two. So, in this context the results of 
the study of Rajkhowa (2002) and that of this study are in line with each 
other. And there exists a small positive correlation between "El" and 
"Level in the organization" (refer table 6.2). As the sample size in this 
part of the study is relatively small (only 44 respondents), this correlation 
cannot be established statistically. 
c) Improvement in EI competencies due to MDPs 
In this study the improvement in emotional competencies is being tested 
through an indicator called Learning Index (LI). It is basically a ratio. LI 
is better indicator of training effectiveness than just the "gap between 
post-training score and pre-training score". As the Learning Index (LI) 
for various EI competencies and clusters for the four groups (three EGs 
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and one PCG) has been found to be distribution-free (is not a normal 
curve), it is wise to use non-parametric method of data analysis (refer 
Annexure-10 to study the frequency distribution of the LI for the 
Mandcom). For this study Kruskal-Wallis test has been used. This test 
helps to assess whether three of more independent samples come from 
the same population or the samples are having different nature with 
respect to one another. Here the data have been ranked and group-wise 
mean ranks have been calculated for all the four groups for comparing 
the group-wise Learning Indexes. In this case, more is the mean rank, 
better is the training effectiveness of that particular group. The following 
systematically arranged data and information in the tabular form have to 
be looked into for reaching the logical conclusions: 
Table 6.3: Learning Index for Self Awareness Cluster/Competencies 
Learning Index 
For different 
Competencies/Cluster 
Accurate Self Assessment 
(LI - ASA) 
Emotional Self Awareness 
(LI - ESA) 
Self Confidence 
(LI-SC) 
Self Awareness Cluster 
(LI - SA) 
Participants/Groups 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
No. of 
participants 
10 
4 
15 
15 
44 
10 
4 
15 
15 
44 
10 
4 
15 
15 
44 
10 
4 
15 
15 
44 
Mean 
Score 
27.90 
18.50 
22.13 
20.33 
12.80 
26.00 
25.40 
25.13 
30.30 
35.00 
18.07 
18.40 
23.70 
21.25 
21.53 
23.00 
16 
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Table 6.4: Learning Index for Self Management Cluster/Competencies 
Learning Index 
For different 
Competencies/Cluster 
Emotional Self Control 
(LI - ESC) 
Transparency 
(LI-T) 
Adaptability 
(LI-A) 
Achievement Orientation 
(LI - AO) 
Initiative 
(Ll- i ) 
Optimism 
(LI -0) 
Self management Cluster 
(LI - SM) 
Participants/Groups 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
No. of 
participants 
10 
4 
15 
15 
44 
10 
4 
15 
15 
44 
10 
4 
15 
15 
44 
10 
4 
15 
15 
44 
10 
4 
15 
15 
44 
10 
4 
15 
15 
44 
10 
4 
15 
15 
44 
Mean 
Score 
26,55 
27.25 
21.93 
19.10 
25.10 
29.25 
18.43 
23.03 
28.40 
26.38 
19.77 
20.27 
24.15 
32.00 
20.00 
21.37 
21.00 
20.00 
21.53 
25.13 
22.45 
24.75 
22.10 
22.33 
27.60 
30.25 
18.47 
21.07 
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Table 6.5; Learning Index for Social Awareness Cluster/Competencies 
Learning Index 
For different 
Competencies/Cluster 
Empathy 
( L I - E ) 
Organisational Awareness 
(LI - OA) 
Service Orientation 
(LI - SO) 
Social Awareness Cluster 
(LI - SoA) 
Participants/Groups 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
No. of 
participants 
10 
4 
15 
15 
44 
10 
4 
15 
15 
44 
10 
4 
15 
15 
44 
10 
4 
15 
15 
44 
Mean 
Score 
25.50 
16.50 
19.40 
25.20 
28.10 
27.63 
17.67 
22.23 
25.60 
23.00 
20.97 
21.83 
26.70 
20.25 
18.40 
24.40 
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Table 6.6: Learning Index for Relationship Management 
Cluster/Competencies 
Learning Index 
For different 
Competenc ies/C luster 
Developing Others 
(LI - DO) 
Inspirational Leadership 
(LI- IL) 
Change Catalyst 
(LI - CC) 
Influence 
(LI - In) 
Conflict Management 
(LI - CM) 
Teamwork & 
Collaboration 
(LI - TC) 
Relationship Mgmt. 
Cluster 
(LI -RM) 
Participants/Groups 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
No. of 
participants 
10 
4 
15 
15 
44 
10 
4 
15 
15 
44 
10 
4 
15 
15 
44 
10 
4 
15 
15 
44 
10 
4 
15 
15 
44 
10 
4 
15 
15 
44 
10 
4 
15 
15 
44 
Mean 
Score 
23.40 
20.50 
21.63 
23.30 
21.90 
20.75 
23.27 
22.60 
21.85 
27.75 
20.00 
24.03 
21.50 
15.75 
20.67 
26.80 
29.70 
20.00 
20.67 
20.20 
22.15 
19.25 
22.10 
24.00 
24.80 
20.75 
19.67 
24.27 
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Table 6.7: Learning Index for the Mandatory Competencies 
Learning Index 
for Special Cluster 
Mandatory Competencies 
(LI - MANDCOM) 
Participants/Groups 
EME 
Action Leadership 
MDP-II 
Control Group 
Total 
No. of 
participants 
10 
4 
15 
15 
44 
Mean 
Score 
25.00 
26.50 
19.60 
22.67 
Comparing Learning Index of the participants of the 3 MDPs with that of 
the Control Group members helps assess participants' improvement in El 
competencies because of training intervention. From table 6.7 it is evident 
that from Time Tl to T2 (explained in table 5.1), the MDP-II participants 
have not improved their Mandatory Competencies, because their average 
performance is not upto the mark (19.60 < 22.67) than even the Control 
Group members who did not get any training. But the EME and ALP 
participants did improve (25.00 > 19.60, 26.50 > 19.60) appreciably after 
undergoing the training. 
Going through the table 6.3, 6.4, 6.5, 6.6 and 6.7, it is evident that in all the 
Emotional Competencies (except Accurate Self Assessment and Emotional 
Self Control) the MDP-II group did not record improvement and they have 
not improved in any of the Clusters. The participants of ALP and EME 
programme have improved in many competencies and clusters. The ALP 
participants have improved in ten competencies. They are Emotional Self 
Awareness, Self Confidence, Achievement Orientation, Adaptability, 
Emotional Self Control, Optimism, Transparency, Organisational 
Awareness, Service Orientation and Change Catalyst. EME participant 
have improved in nine competencies. These are Conflict Management, 
Accurate Self Assessment, Self Confidence, Achievement Orientation, 
Adaptability, Emotional Self Control, Transparency, Organisational 
Awareness and Service Orientation. EME participants have improved in 2 
120 
Chapter 6 Results and Discussion 
clusters (SM and SoA) and ALP participants have improved in 1 cluster 
(SM). EME and ALP participants have improved in respect of the 
Mandatory Competencies. Referring to the study conducted at Weatherhead 
School of Management of Case Western Reserve University in 90's 
(reported in Emerling and Goleman, 2004), the findings of this study and 
the earlier study support each other and confirm that EI competencies can 
be developed and sustained by training intervention. But one key 
observation from this study is that in some of the competencies all three 
groups of participants (i.e. ALP, MDP-Il and EME) did not improve after 
training. These competencies are Initiative, Empathy, Developing Others, 
Inspirational Leadership, Influence, Teamwork & Collaboration. 
d) Cluster-wise improvement 
The percentage improvement in emotional clusters has been calculated 
using the ECI scores with the help of MS Excel. It is presented in table 6.8. 
Table 6.8: Cluster-wise percentage improvements due to the MDPs 
\ Cluster 
M D P s \ 
EME 
ALP 
MDPII 
Self 
Awareness 
1.3% 
5.1 % 
Nil 
Self 
Mgmt. 
4.0 % 
4.9 % 
Nil 
Social 
Awareness 
2.1% 
Nil 
Nil 
Relationship 
Mgmt. 
0.8 % 
Nil 
Nil 
Mandatory 
Competencies 
1.6% 
1.3% 
Nil 
It is found that EME and ALP are effective in bringing improvements in the 
emotional clusters. But the percentage improvement in various emotional 
clusters is very less (maximum upto 5.1%). MDP-Il has failed to bring any 
cluster-wise improvement. 
6.3 Analysis through the Traditional Reaction Level Evaluation 
in this study we have selected three MDPs for evaluation (in terms of EI 
development) of the participating managers. Whether the results from the 
analysis of the main study is corroborated by the overall "happiness level" 
i:i 
Chapter 6 Results and Discussion 
of the participants is worth exploring. In SAIL/DSP for all the MDPs of 2 
days' duration or more are evaluated at the reaction level. The reaction 
level feedback (programme rating) for the three particular programmes 
under consideration is calculated and the average programme rating of 
consecutive 10 programmes of each type (i.e. MDP-II, ALP & EME) is 
also calculated and tabulated below. The overall subjective feedback from 
the participants of the three particular MDPs have also been collected and 
given below for comparison and reference. The participants' reaction is 
collected through participant's feedback form (refer Annexure-11) which is 
filled in by each participant at the end of the programme. The programme 
rating is calculated by an arithmetic formula. The rating depends upon the 
number of participants and the rating they give against each of the eight 
elements. 
6.3.1 Participants' Feedback on EME Programme 
Programme Name : Enhancing Managerial Effect!veness(EME) 
Programme Duration : From 07.03.2006 to 11.03.2006 (5 days) 
Programme Rating : 3.21 on a 4 point-scale i.e. participants' satisfaction = 
80.3% 
Overall Subjective feedback from the participants on how to improve 
the programme 
At the valedictory session all the ten participants shared their view points 
on the effectiveness of the programme. They told that this was a good 
programme. But, there should have been more tasks/exercises in this 
programme. More of this type of training was to be imparted to the 
professionals. Soft copy of the reading materials had to be given to the 
participants to help them in retention of learnings. Case studies (involving 
the incidents and information relating to SAIL Plants or its competitors' 
Plants) should have been included for improving effectiveness of the 
programme. Renowned external trainers in addition to the internal ones 
should be invited for quality improvement. Some more managerial topics 
like stress management, transformational leadership etc. should be 
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included. Some accomplished business leader should interact with the 
participants during the programme to add special effects which will in turn 
help the participants develop the leadership competencies by observing the 
role models. 
6.3.2 Participants' Feedback on MDP-II 
Programme Name : Management Development Programme-II ( MDP-II) 
Programme Duration : From 17.01.2006 to 20.01.2006 (4 days) 
Programme Rating : 2.96 on a 4 point-scale i.e. participants' satisfaction = 
74.0% 
Overall Subjective feedback from the participants on how to improve 
the programme 
Al the participants reacted almost in a same manner. Some of their 
responses were that the frequency of nominating the individual participants 
in this type of programme should increase for making them better 
managers. More tasks/exercises should be incorporated in the programme. 
Topic like "Latest managerial strategies and techniques" should be 
included. Session/practice on "Effective public speaking" should be 
imparted for improving self confidence of the participants. Organisational 
case studies should be included. "Developing presentation skills" must be 
included in the programme content to improve the programme. On the 
whole there is lot of scope for improvement in this programme. 
6.3.3 Participants' Feedback on ALP 
Programme Name : Action Leadership Programme(ALP) 
Programme Duration : From 01.02.2006 to 03.02.2006 (3 days) 
Programme Rating : 3.60 on a 4 point-scale i.e. participants' satisfaction = 
90.0% 
Overall Subjective feedback from the participants/trainer 
The participants evaluated this programme quite favourably. Some of their 
responses were: It's a fantastic programme. But if the participants are taken 
from different units / plants of SAIL (not from DSP alone), the quality of 
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interaction in the programme would be even better and the participants' 
learning would be more. More than one programme (relating to leadership 
skills) should be imparted to each participant/manager say, at a gap of six 
months to reinforce, retain and utilize their learning. The ownership of the 
tutor (this programme is conducted by a single tutor for all the three days) 
has been very good. If the programme is held in an outside location (not in 
Durgapur where the participants reside) and the tutor and the participants 
spend all the three days together in a conducive learning environment, the 
participants can develop the leadership competencies better. Learning from 
the team exercises and the film has been tremendously important. If some 
of the exercises are revised / reframed as per the present requirement then it 
would be even better. 
As ALP is a single tutor-based programme, the Tutor (or trainer) has also 
been interviewed. The tutor has been selected on the basis of some 
qualities/criteria and developed through a well-designed and rigorous 
process by MTI, SAIL. The Tutor is generally less directive and more 
participative in the classroom. He told: "ALP is designed jointly by 
erstwhile British Steel and SAIL. Participants' involvement is very high 
during the structured exercises that include a film on US Airforce operation 
named "12 O'clock high" and many others like this. In each 
session/exercise there is a system of briefing (at the starting) by the tutor 
and debriefing (at the end) by the participants and also the tutor. Towards 
the end of the programme the Tutor slowly becomes almost an observer 
and his role becomes very crucial during briefing and debriefing processes. 
During the whole programme participant engagement is very high. The 
programme is very interesting. Now, the programme ratings are shown in 
table 6.8. 
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Table 6.9: Programme Ratings of the 3 selected MDPs on a 4-point Scale 
"^'~~-----,,,_^ ^^  Programme 
Rating ~^~~~~~----,..^ ^^ ^ 
Rating of the 3 specific 
programmes chosen for this 
study 
Average Rating of the 
consecutive 10 programmes 
of each type 
EME 
3.21 
3.10 
MDP - II 
2.96 
3.08 
ALP 
3.60 
3.36 
From table 6.8, it emerges that the ALP and EME are more effective 
programmes than MDP-II (considering the specific ratings as well as the 
average ratings). This result also corroborates the results of section 6.2 (c) 
of this study. Participants of ALP could observe their role model (through 
the Film) and those of EME could do a lot of team exercises in a conducive 
learning environment. This has a link with the pioneering study of Lynton 
and Pareek (2002) on Behavioural reinforcement and Modelling. 
6.4 Auxiliary qualitative findings 
Apart from the main quantitative study by collecting and using primary 
data and the traditional reaction level feedback (i.e. use of secondary data 
collected from DSP's training records), another qualitative study has been 
done by interviewing some selected DSP managers who are MDP 
participants and using the information collected from those free-flow 
interviews. Finally the findings from the interviews have been given a 
shape of an insightful case study which is presented to supplement the main 
study. 
6.4.1 Background 
In this study the three selected in-company management programmes of 
SAIL / DSP such as Enhancing Managerial Effectiveness (EME), Action 
Centered Leadership(ALP) and Management Development Programme-
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II(MDP-II) are being evaluated to assess improvement in emotional 
intelligence(EI). The instrument that has been used for the quantitative 
evaluation is ECI 2.0 designed by Goleman and his colleagues at 
HayGroup, USA. But, a qualitative evaluation is also needed to corroborate 
the quantitative evaluation. Because the main purpose of the training 
evaluation here is the improvement in the quality of programmes that have 
got certain subjectivity. To that effect, this case study can hopefully throw 
light on the various aspects of the programmes and the process for 
developing the El competencies of the leaders / managers in the 
organisational context. 
Before the initiation of the case, we have to be conversant with some 
phrases which are almost synonymous with one another. Dr. Daniel 
Goleman suggests that Primal job of a leader is emotional. All the leaders 
need EI. So the "EI skills" are almost synonymous with "Leadership 
skills". Apart from this, it is proposed that soft skills or social skills or 
social intelligence is the other name of EI. Furthermore there is a view that 
EI or EQ(Emotional Quotient) or emotional competence are basically the 
"personal competencies" needed by all types of leaders / managers in 
different situations, maybe, to different extents. The present case study has 
been crystallised based on the interviews with selected managers of DSP 
who had on occasion to participate in various competency enhancement 
programmes including the MDPs held by the Centre for HRD of DSP. 
6.4.2 Introduction 
In each of the five integrated steel plants (at Bhilai, Bokaro, Rourkela, 
Durgapur and Burnpur) of Steel Authority of India, there is a learning 
centre for carrying out the competency development activities for the 
employees including the managers of various functions in the company. 
The name of the learning centre or training centre of Durgapur Steel Plant 
is Centre for Human Resource Development or CHRD which is situated 
outside the Plant. In CHRD, DSP there is a Management Development 
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Section responsible for organizing various Management Development 
Programmes(MDPs) for the frontline managers e.g. Engineers, CAs ' 
ICWAIs, MBAs, Doctors, MCAs etc. of various production and service 
departments of DSP. Management Development Section is responsible for 
conducting the MDPs at CHRD throughout the year using the trainers (or 
faculty members) who themselves are the managers / leaders from CHRD 
and some other departments of DSP. Management Development Section is 
also responsible for designing developing and updating the MDPs in 
association with "MDP network of SAIL" and the Management Training. 
Institute (MTI, SAIL) at Ranchi. It is also responsible for selection and 
development/renewal of MDP faculty by giving them exposure to various 
types of relevant programmes (in-Company and outside both). Out of 13 
existing MDPs held at CHRD, the following three MDPs are attended by 
the frontline managers having average 10 years working experience : 
Programme 
EME 
ALP 
MDP-II 
Duration 
5 days 
3 days 
4 days 
For whom 
E5 level 
E3-E5 level. 
E3-E4 level 
Specialty of the programme 
Managerial skills enhancement 
for role transition of the senior 
frontline managers almost 
ready to graduate to the middle 
level management. 
Leadership programme based 
on the Action Leadership 
model of John Adair. 
It can develop creativity, 
teambuilding, communication 
& other competencies in the 
participants and their juniors. 
Some of the participants who attended any one of these three programmes 
held between 1/1/2006 and 31/3/2006 were interviewed and some managers 
who did not attend any management programme during the year 2006 were 
also interviewed during Oct-Nov.'06. The central question asked to the 
respondents during interview was focused on assessing their perspective on 
how to develop the soft skills or social skills needed by the organizational 
leaders/managers. Some other related questions were also asked to them in 
a free flowing conversation. 
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6.4.3 Integration between Training and Leadership Skills Development 
Faced with a simple question like "what are the generic learning points 
from DSP's in-company management programmes ?", one manager replied 
- I expect to learn the leadership skills like self management, developing 
vision, communication, strategy formulation, teambuilding etc. through 
training. Another executive opined that leaders are bom, not made. So, the 
leadership skills are natural skills that cannot be taught. It is observed that 
the people who are spiritual and usually very happy in their jobs are 
naturally adept at the skills like "relationship management". Some 
managers however felt differently. For example, a respondent who 
participated in our main study and was himself found to be emotionally 
intelligent believed that everybody has emotional roots Ingrained in 
her/him. But emotional competencies develop more and more as we hone 
those aspects with sincerity. Suitably designed training programmes can do 
miracles for managers to enhance their leadership skills. Because, 
emotional skills or leadership skills are the 'learnable skills'. But one has to 
undergo soft skill training repetitively at a gap of, maybe, say 6 months for 
retention of the learned competencies". Another manager from Project 
department explained that practice (after training) through some live project 
was essential so that the learning could take firm roots in the learners and 
the transfer of learning to the job could take place. 
Whenever a big project comes up in DSP, a few hundred people get 
involved in it. For example, in the Bloom Caster project which has been 
commissioned in 2007, lot of techno-managerial issues emerged before it 
finally got operationalised and subsequently stabilised. The key driver of 
the project (a DGM of Steel Melting Shop, DSP) had to face and solve 
many human problems through which he got opportunity to develop the 
competencies like empathy, self confidence, service orientation, 
inspirational leadership, influence, teamwork and collaboration etc. In fact, 
participation in a training programme followed by Job Improvement Plan 
128 
Chapter 6 Results and Discussion 
and practice through continuous applications can give the manager an edge 
in her/his effort to enhance the personal competencies. 
6.4.4 Connection between self-concept and emotional competence 
We interviewed a busy shopfloor manager named Mr. Banerjee (a 
disguised name). On hearing the phrase "Soft Skills", he remarked: In a 
steel plant like ours we need hard skills more than soft skills. Banerjee was 
an executive with solid technical background but showed low emotional 
competence as found from our main survey. He did not exhibit 
improvement after undergoing MDP-II. During the conversation with him 
we could feel that his "emotional self awareness" competency was weak. 
His style of talking led one to infer as if he was quarrelling with the other 
person. He would talk at length about the deficiencies of his peers and 
juniors, ignoring his own "self-management" and "self-development". We, 
however, decided to talk to Banerjee for quite a long time (for more than an 
hour). He slowly opened up. He did feel the need of some Personal 
Competencies. Some of the competencies he himself had in abundance, for 
example. Transparency. He loved to talk anything directly and bluntly. We 
asked him how he felt when he needed to communicate in a team situation 
in his job on the shopftoor. He told very frankly that a lot of time got 
wasted in long-drawn communications, but after a pause he agreed that 
communication was ultimately necessary for getting jobs done. He told that 
he liked friendly and informal types of communication. At that moment 
when we again asked him about the soft skills, he commented that soft 
skills or emotional skills (along with technical skills) were needed for the 
managers and engineers. 
Actually Banerjee is a stereotype of trainable executive and his emotional 
competencies can be improved to a great extent by giving him the exposure 
to "holistic competencies" through different methods including "mentoring 
and coaching". There are many managers like Banerjee in the business 
organizations who need exposure and practice for enhancing self awareness 
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etc. In fact, self awareness is the most fundamental domain of Emotional 
intelligence. Here, it will not be out of place to remember what the great 
philosopher Socrates once said. He said, "Know thyself. 
6.4.5 Success rate of the Emotionally Intelligent Leaders/managers 
From the interviews we could understand that many of the DSP managers 
were not conversant with the concept of EI. But most of the managers 
believed that the managers with higher soft skills had higher chances of 
achieving personal and organizational success. When asked why some 
managers show low social skills, a number of executives said : this is 
because some people spend too much time on routine jobs, leaving little 
time to develop themselves. One manager with a high level of soft skills 
told : for development of emotional Intelligence, conducive organisational 
climate and encouragement from the seniors/ colleagues are the must. 
Moreover, in DSP no system of monitoring and measuring the soft skills is 
in vogue till date. Another respondent felt that at times executives are not 
treated well by their bosses/ colleagues. Those unhappy executives slowh 
become emotionally less intelligent, resulting in the individual sufferings 
and organizational losses. 
6.4.6 Journey from Dissonance to Resonance 
Let us now check out the responses against a different question i.e. "How to 
develop the managers with high emotional skills?". One Senior manager 
said - since 1980's i.e during the times of legendary Chairman Dr. V. 
Krishnamurthy, SAIL/DSP has been nurturing the soft skills through 
training, seminars, OD interventions and workshops. But some-
competencies like Accurate Self Assessment, Emotional Self Awareness. 
Self Confidence, Emotional Self Control, Influential Leadership. 
Transparency etc. are still the neglected areas to be taken care of for 
improved long term performance of the company. For improving these 
things, the juniors need to observe (and benchmark themselves against 
some higher standards) some leader(s) who is/are the role model(s). 
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Another executive opined that Programme on "Values and ethics" and 
other related competencies should be organized for the junior level 
managers so that they take interest in developing themselves. Moreover, 
there must be a monitoring system in place. However, he was of the 
opinion that training programmes in isolation cannot do anything. It may be 
inferred that following a suitably designed "learning plan" just after 
attending the training, even an emotionally less proficient manager can 
transform himself/herself into an emotionally intelligent leader in course of 
time. 
There is a term called "Dissonance" that needs explanation. Actually, 
dissonance spreads in an organization, when many of its members are 
emotionally unaware or awkward. In a well designed process of "continual 
improvement" most of the employees are expected to become emotionalh 
intelligent with the help of emotionally intelligent leaders of the 
organization. Then we say that the entire organization has become an 
"incubator of resonance" and the leaders of that organisation are known as 
"resonant leaders". 
6.4.7 A Process - not just a Programme - for Creating Sustainable Change 
During series of interviews with the DSP managers and trainers, wc 
realised that researcher's own emotional competence and maturity was 
slowly getting enhanced. Some of the processes for improving EI appeared 
very simple but effective. In fact, there were man\ 
ideas/suggestions/examples of "EI enhancemenf generated through 
informal conversations with the managers, trainers and some of the young 
leaders. Some of the ideas were quite offbeat, some were simple and 
straightforward and some were actually the combination of a number of 
interrelated concepts. One experienced executive, who was a trainer as well 
felt that for developing EI in the managers and also for retention of the 
learned competencies, training was necessary. But our existing 
management programmes might not be able to cater to the EI needs of the 
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participants. So some tailor-made programme is to be designed and the 
faculty members are to be developed in a rigorous way. And at the end of 
the training, the participating manager is to be attached for some time to an 
experienced leader with higher level of competencies for better results. 
A young manager expressed that there are two basic things to be 
remembered about "adult learning." Number one - "unlearning" has to 
precede learning and number two is that the "learning style" has to be as 
per the choice of the learner. Some more viewpoints also poured in during 
open conversations with the managers. After a lot of discussions, debate 
and reflection two alternative processes - for making DSP an emotionally 
intelligent organisation by making its managers emotionally competent -
emerged. Alternative A is named "Self-renewal" and alternative B is called 
"Metamorphosis". The two alternative processes are shown in Figure 6.1 
and 6.2. 
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Figure 6.1 Alternative A : Self-renewal 
Awareness programme on basic soft skills 
Rigorous training on EI Competencies 
I 
Trained executive to be attached to an experienced 
manager with higher EI 
Behavioural Event Interviewing through 
Questionnaire (a self-report instrument) 
6 months after training 
Mentoring by the EI expert in the competencies 
where improvement is needed 
I 
Competency assessment of the candidate by the expert 
after a time gap of 3 months 
Exposure to different kind of work situations in the 
organisational setting for further development 
Practicing the skills and self-monitoring for continual 
improvement 
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Figure 6.2 Alternative B : Metamorphosis 
General training on El 
^' 
Setting the own learning agenda and preferred learning style by the 
participant at the end of the programme 
, ^ 
Practicing the selected competencies by the individual participant 
in the regular work settings 
^' 
"Executive Coaching" by the learner's role model 
using the learner's preferred style 
Consolidation of learning by practicing in the 
organizational and social settings 
Refresher training on specific EI skills in line with the 
participant's learning goals 
1 ' 
Continuous self-evaluation and practice for fine-tuning 
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Both the alternatives are almost self-explanatory in nature. In the 1^ ' 
alternative the learner will undergo mentoring in the competencies where 
he/she is found weak, whereas in the 2"'' alternative the learner 
herself/himself will decide on her/his own "learning goals" depending on 
her personal mission and vision. Any third option may of course be 
thought of by cross-fertilisation of the ideas present in the first alternative 
and the second one. But one thing is always true for the adult learners that 
the self-directed learning Is the one which is most effective as well as 
highly enjoyable. Finally, it can be said that the purpose of producing a 
"critical mass of resonant leaders" in an organisation is to transform the 
whole organisation into an emotionally intelligent organisation. 
One key finding from this case study has been that emotional 
competencies can be learnt by anybody who is willing to learn and 
develop. But he needs motivation, because it is an enduring process. This 
is in consonance with the study results of Goleman (2002) and that of 
Singh (2003) on "Developing and Sustaining EI". We get another 
insightful picture by comparing the results of the present effort with that 
of other pioneers (Demetrios, McClelland and Kolb reported in Goleman, 
2002) that "when the learning agenda and style are totally learner-centred 
and the learner is ready to practice the skills to the point of mastery, the 
effectiveness of the emotional learning will be highest". There cannot be a 
standard and uniform way of learning emotional competencies for 
everybody. 
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Chapter 7 
Major Highlights, Recommendations and Future Direction 
7.0 Introduction 
In this section we present summary observations and key liigiilights. Tlie 
highlights are related to the Management Developments Programmes, their 
contents, methodology, faculty development etc. The highlights are placed 
below to present a crisp review. 
7.1 Major Highlights of the Study 
The study substantiates that out of the 18 emotional competencies some 
competencies of the participants did improve to some extent after attending an 
MDP. Which MDP has been effective in enhancing which particular 
competencies can be clearly gauged from the results/output of the Kruskal-
Wallis tests [refer para-6.2 in chapter 6]. 
EME programme has been effective in improving nine emotional competencies 
and three clusters including Mandatory Competencies. The Action Leadership 
Programme has improved ten competencies and two clusters. MDP-II 
programme has been effective in improving two competencies. But no 
improvement in ECI clusters have been observed in the participants after MDP 
programme. No improvement has been reported in particular six competencies 
for all the three MDPs. One key observation is that the cluster-wise percentage 
improvements due to the training intervention has been very less (Maximum 
upto 5.1%). Key findings of the study are as follows: 
Key findings 
• The average existing level of various EI competencies and clusters of the 
SAIL/DSP managers is found to be quite good. 
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• The average improvement in EI competencies of the SAIL/DSP managers due 
to the MDPs is not significant in general. 
• In respect of some competencies/clusters there are some appreciable 
improvement observed due to certain MDPs. 
• In MDP-II, though inputs were given on "Subordinate development", the 
competency of "Developing Others" has not been improved by MDP-II. 
• In EME, a lot of input is given on Teamworking, Co-ordination etc, but no 
improvement is seen in "Teamwork & Collaboration" after the training. 
• Some of the important competencies are found to be not taken care of by any 
of the three programmes. 
• In this study no correlation has been found between any of the socio-
demographic factors relating to the DSP managers and their Emotional 
Intelligence. 
Key Learning from the qualitative interview based study are as follows: 
• Emotional Competencies are the Leaders' Key to success. 
• Learning Goals for the managers have to be set by the learner himself/herself 
for the purpose of effective learning, 
• Goals are to be built on one's strengths, not weaknesses. 
• Training or Coaching Methods should match with the learner's preferred 
learning style so that he/she can learn and enjoy at the same time. 
• To sustain the learned competencies a comprehensive Leadership 
Development Process is needed. An isolated training programme may not be 
effective in improving and sustaining the emotional competencies. 
7.2 Recommendations 
• Some of the exercises of the ALP should be revised. Otherwise the programme 
is very effective in improving the leadership skills of the managers. 
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• EME is a good programme. Some model leader should be invited to interact 
with and communicate to the participants for their "learning by observation'". 
• MDP-II has been found to be a not-so-good programme, so far its capabilitv' to 
improve the leadership skills of the participating managers is concerned. Either 
the programme can be fully revamped or it has to be eliminated. 
• A new form of Leadership Development Process should start in SAIL/DSP. 
This process should include 2 to 3 nos. of programmes at a time gap. These 
programme may be named LDP-I, LDP-II etc. Their purpose will be enhancing 
EQ of the SAIL/DSP managers of various levels. Along with the Leadership 
Development Programmes, there has to be scope for situational learning from 
seminars, workshops, live projects etc. From time to time the participants have 
to be evaluated for their EI level. The "learning goals" of the participants have 
to decided/finalized by the participants themselves for better effectiveness of 
the learning process. 
• Evaluation of the newly developed Management Programmes, the participants 
and the faculty members has to be given more importance and some 
"systematic approach to MDP evaluation" has to be adopted by SAIL/DSP for 
spreading the culture in the whole organisation. 
7.3 Summary flndings and recommendations 
The recommendations in relation to the findings are presented in table 7.1. 
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Table 7.1: Findings vs Recommendations 
S.No. 
1. 
2. 
3. 
4. 
5. 
6. 
7. 
Finding 
Existing MDPs are generally 
found effective in improving the 
participants' EI competencies. 
ALP & EME are effective and 
MDP-II is ineffective in 
improving EI. 
EI and socio-demographic factors 
are not significantly correlated. 
Average percentage of EI 
improvement due to the MDPs are 
not satisfactory. 
Frontline managers' existing 
Emotional Competencies are 
generally good. 
Sustaining the learned 
competencies is very challenging. 
Some of the EI competencies are 
not covered by any MDP. 
Recommendation 
MDPs should be organized with 
higher frequency. They should be 
updated from time to time. 
ALP and EME to be continued and 
MDP-II to be replaced by a newly 
designed soft skill-based programme. 
Irrespective of age and grade, all 
managers should be nominated to 
attend El-based programmes. 
Specific programme (including 
refresher programme for review and 
practice) for EI development should 
be designed and organized. 
They must be allowed to choose 
certain EI competencies they want to 
improve upon and attend programmes 
with specific learning goals. 
A culture of El-based appraisal and 
development should be set up in the 
organization. 
Inputs on those specific competencies ' 
should be incorporated in the new 
programmes to be developed. 
7.4 Future Directions for Research 
The research study has substantial scope of extension - both in terms of 
breadth as well as depth. Breadth-wise it may be extended to several other 
groups of organizations and individuals. The study can be extended to other 
SAIL plants, other organizations in the steel industry and also the 
organizations from other industries. Our hunch is that the managers engaged in 
diverse organizations may exhibit varying degree of Emotional Intelligence 
and also varying pattern of EI enhancement on account of attending the 
Management Development Programmes. 
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Chapter 7 Major Highlights, Recommendations and Future Direction 
Depth-wise, there is enormous scope of enlargement of this research effort. 
Apart from training solutions, finding out various non-training solutions for 
developing EI and sustaining the developed EI in the organisations / 
individuals should be the real concern. This is a virgin area of research as of 
now. In short the future studies need to focus on the following : 
a) Identification of the required level of EI for various professions / 
occupations like Management students, Teachers, Doctors, Surgeons, 
Pilots, Industrial workers. Non-industrial workers, HRD professionals etc. 
b) Designing tailor-made programmes to enhance the EI level of the 
participants as much as possible. 
c) Identification of the "Training solutions" and "Non-training solutions" to 
the problem of developing and sustaining EI in the organizational 
members. 
d) Comparing all the major models of EI and establishing a "generalized 
theory on EI". 
Finally, it is necessary to conduct this study (i.e effectiveness evaluation of the 
MDPs in terms of EI enhancement) in other organisations/ industries like 
Textile, Pharmaceutical, IT, Banking, Power, Automobile etc. in future, so that 
they can be transformed into emotionally intelligent organisations. Thus the 
present study gives sufficient directions for future research in order to generate 
El-related findings/learnings applicable to any industry or business sector. 
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ANNEXURE- 1 
Basic Information Sheet (Experimental Group) 
Dear Participant, 
The following information regarding you will be used for studying the effectiveness 
of the existing Management Development Programmes (MDPs) of SAIL/DSP. This is 
required for fulfillment of my academic requirement. This may also be used for 
improving the MDPs of DSP/SAIL. I request you to kindly give the necessary 
information by filling in the blanks below or by ticking. I do promise that this set of 
data and any other data relating to this to be collected subsequently will be used only 
for the purpose of research and development. 
I have been pursuing "Doctorate in Business Administration"(DBA) at AMU. This 
research project has been given due permission by DSP Management. 
Soliciting your full cooperation. 
Thanking you, 
( Subrata Mandal) 
Sr. Manager(HRD), DSP 
& a student of Management, Aligarh Muslim University. 
Personal Data 
Your Name : 
Deptt. / Section : 
Work Experience : yrs. 
Qualification : 
You spent your childhood in : RA / SA / UA 
(Here, childhood means "upto 14 yrs. of age") 
RA=Rural Area, SA=Semi-urban Area, 
UA=Urban Area. 
Sex : 
Age : 
Grade : 
T. No. : 
During yc 
parents/gi 
LIG / MK 
M / F 
yrs. 
)ur childhood d 
lardians were : 
j / H I G 
ays your 
Additional Data 
The Executives whom you regularly 
interact with at the work place 
Reporting Officer 
Colleague one 
Colleague two 
Junior one 
Junior two 
Name & Designation of the Executives 
... 
Thank you for your cooperation 
Annexures 
ANNEXURE- 2 
Basic Information Sheet (Control Group) 
My dear friend, 
The following information regarding you will be used for studying the effectiveness 
of the existing Management Development Programmes (MDPs) of SAIL/DSP. This is 
required for fulfillment of my academic requirement. This may also be used for 
improving the MDPs of DSP/SAIL. I request you to kindly give the necessary 
information by filling in the blanks below or by ticking. I do promise that this set of 
data and any other data relating to this to be collected subsequently will be used only 
for the purpose of research and development. 
I have been pursuing "Doctorate in Business Administration"(DBA) at AMU. This 
research project has been given due permission by DSP Management. 
Soliciting your full cooperation, 
Thanking you, 
( Subrata Mandal) 
Sr. Manager(HRD), DSP 
& a student of Management, Aligarh Muslim University. 
• • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • I 
Personal Data 
Your Name : 
Deptt. / Section 
Work Experience : yrs. 
Qualification : 
You spent your childhood in : RA / SA / UA 
(Here, childhood means "upto 14 yrs. of age") 
RA=Rural Area, SA=Semi-urban Area, 
UA=Urban Area. 
Sex : M / F 
Age : 
Grade : 
T. No. : 
During your childhood days 
parents/guardians were : 
LIG / MIG / HIG 
yrs. 
your 
Additional Data 
The Executives whom you regularly 
interact with at the work place 
Reporting Officer 
Colleague one 
Colleague two 
Junior one 
Junior two 
Name & Designation of the Executives 
Thank you for your cooperation 
Annexurcs 
ANNEXURE-3 
QUESTIONNAIRE 
( For assessing the following Executive ) 
Name & Designation 
Department / Section 
Ticket No. 
My dear assessor, 
The following information regarding the above-mentioned executive of DSP will be 
used for studying the effectiveness of the existing Management Development 
Programmes (MDPs) of SAIL/DSP. This is required for fulfillment of my academic 
requirement. This may also be used for improving the MDPs of DSP/SAIL. I request 
you to kindly give the necessary information by responding to the following 72 
statements by using tick mark(^) after going through the instructions given in the 
next page. While responding to the statements in the questionnaire if you face any 
difficulty, kindly consult the undersigned immediately. Please avoid giving "Don't 
know" response, if possible. I do promise that this set of data will be used only for the 
purpose of research and development. Please write your name and designation here : 
Your Name & Designation : 
I have been pursuing "Doctorate in Business Administration"(DBA) at AMU. This 
research project has been given due permission by DSP Management. 
Soliciting your full cooperation. 
Thanking you, 
( Subrata Mandal) 
Sr. Manager(HRX)), DSP 
& a student of Management, Aligarh Muslim University. 
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Instructions 
The following statements reflect behaviors that you may have observed in the 
individual you are rating. You are asked to report on your experiences with this 
person. Please respond to all items by ticking on the circle that is closest to your 
observation and experience with this person. 
It should take you less than 20 minutes to complete this questionnaire. Each item in 
the questionnaire describes a work-related behavior. Think about your experiences 
with this individual over the previous 6(six) months. Then, use the scale below to 
indicate how frequently you have observed each behavior. 
An example survey item: 
>-< 
^ 1 
75 
Please carefully respond to each survey item 
below. The person you are rating: 
Listens carefully when you are speaking 
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In the above example, tick on the circle that best indicates how frequently you have 
observed this behavior in the individual you are rating. For example, if the person you 
are rating never carefully listens to you when you are speaking then fill in, "Never." If 
he or she infrequently listens carefully to you, then fill in, "Rarely." If this person 
listens carefully to you about half of the time, then fill in "Sometimes." If you observe 
this most of the time, then fill in "Often" and if the person listens carefully very 
frequently (i.e., all the time or nearly all the time) and consistently, then fill in, 
"Consistently." 
Please try to respond to all of the items. If for some reason an item does not apply to 
this individual or you have not had any opportunity to observe any particular behavior 
then choose, "Don't know." 
Thank you for your participation. 
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Please carefully respond to each survey item 
below. The person you are rating: 
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Thank you for your active cooperation 
Note: The above questionnaire (ECI-2.0) is a property of M/s HayGroup, USA. They 
have permitted this researcher to use their standard instrument for this study. But the 
researcher is obligated under a "Conditional Use Agreement" not to reproduce the ECI 
for inclusion in the thesis. That is why, the contents of the questionnaire is not shown 
above. However, there are four questions from each of the 18 emotional competency 
areas, thereby making the total number of questions/statements equal to 72. 
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ANNEXURE-4 
Item Details of the Questionnaire 
Cluster 
Self-Awareness 
Self-Awareness 
Self-Awareness 
Self-Awareness 
Self-Awareness 
Self-Awareness 
Self-Awareness 
Self-Awareness 
Self-Awareness 
Self-Awareness 
Self-Awareness 
Self-Awareness 
Self-
Management 
Self-
Management 
Self-
Management 
Self-
Management 
Self-
Management 
Self-
Management 
Self-
Management 
Self-
Management 
Self Management 
Competency 
Accurate Self 
Assessment 
Accurate Self 
Assessment 
Accurate Self 
Assessment 
Accurate Self 
Assessment 
Emotional Self 
Awareness 
Emotional Self 
Awareness 
Emotional Self 
Awareness 
Emotional Self 
Awareness 
Self Confidence 
Self Confidence 
Self Confidence 
Self Confidence 
Achievement 
Orientation 
Achievement 
Orientation 
Achievement 
Orientation 
Achievement 
Orientation 
Adaptability 
Adaptability 
Adaptability 
Adaptability 
Emotional Self-
Control 
Item Text 
Acknowledges own strengths and 
weaknesses 
Is defensive when receiving 
feedback 
Has sense of humor about oneself 
Looks for feedback, even if hard to 
hear 
Aware of own feelings 
Recognizes the situations that 
arouse strong emotions in him/her 
Knows how their feelings effect 
their actions 
Reflects on underlying reasons for 
feelings 
Believes oneself to be capable for a 
job 
Doubts their own ability 
Presents self in an assured manner 
Has "presence" 
Seeks ways to improve performance 
Sets measurable and challenging 
goals 
Anticipates obstacles to a goal 
Takes calculated risks to reach a 
goal 
Adapts ideas based on new 
information 
Applies standard procedures 
flexibly 
Handles unexpected demands well 
Changes overall strategy, goals, or 
projects to fit the situation 
Gets impatient or shows frustration 
Rev 
R 
R 
Item# 
53 
21 
6 
15 
68 
1 
27 
16 
55 
62 
48 
31 
52 
10 
4 
12 
9 
30 1 
49 ^ 
69 : 
R 1 37 ^ 
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Self Management 
Self Management 
Self-
Management 
Self-
Management 
Self-
Management 
Self-
Management 
Self-
Management 
Self-
Management 
Self-
Management 
Self-
Management 
Self-
Management 
Self-
Management 
Self-
Management 
Self-
Management 
Social Awareness 
Social Awareness 
Social Awareness 
Social Awareness 
Social Awareness 
Social Awareness 
Social Awareness 
Emotional Self-
Control 
Emotional Self-
Control 
Initiative 
Initiative 
Initiative 
Initiative 
Optimism 
Optimism 
Optimism 
Optimism 
Transparency 
Transparency 
Transparency 
Transparency 
Empathy 
Empathy 
Empathy 
Empathy 
Organizational 
Awareness 
Organizational 
Awareness 
Organizational 
Awareness 
Behaves calmly in stressful 
situations 
Stays composed and positive, even 
in trying moments 
Hesitates to act on opportunities 
Seeks information in unusual ways 
Cuts through red tape or bends rules 
when necessary 
Initiates actions to create 
possibilities 
Has mainly positive expectations 
Believes the future will be better 
than the past 
Stays positive despite setbacks 
Learns from setbacks 
Keeps their promises 
Brings up ethical concerns 
Acknowledges mistakes 
Acts on own values even when 
there is a personal cost 
Listens attentively 
Is attentive to peoples' moods or 
nonverbal cues 
Relates well to people of diverse 
backgrounds 
Can see things from someone else's 
perspective 
Understands informal structure in 
the organization 
Understands the organization's 
unspoken rules 
Is not politically savvy at work 
R 
R 
40 
24 
66 
70 
56 
3 
2 
13 
57 
72 
44 
22 
47 
26 
23 
71 
19 
54 
39 
43 
51 
vu 
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Social Awareness 
Social Awareness 
Social Awareness 
Social Awareness 
Social Awareness' 
Relationship 
Management 
Relationship 
Management 
Relationship 
Management 
Relationship 
Management 
Relationship 
Management 
Relationship 
Management 
Relationship 
Management 
Relationship 
Management 
Relationship 
Management 
Relationship 
Management 
Relationship 
Management 
Relationship 
Management 
Relationship 
Management 
Relationship 
Management 
Relationship 
Management 
Relationship 
Management 
Organizational 
Awareness 
Service 
Orientation 
Service 
Orientation 
Service 
Orientation 
Service 
Orientation 
Change Catalyst 
Change Catalyst 
Change Catalyst 
Change Catalyst 
Conflict 
Management 
Conflict 
Management 
Conflict 
Management 
Conflict 
Management 
Developing 
Others 
Developing 
Others 
Developing 
Others 
Developing 
Others 
Influence 
Influence 
Influence 
Influence 
Understands historical reasons for 
organizational issues 
Makes self available to customers 
or clients 
Monitors customer or client 
satisfaction 
Takes personal responsibility for 
meeting customer needs 
Matches customer or client needs to 
services or products 
States need for change 
Is reluctant to change or make 
changes 
Personally leads change initiatives 
Advocates change despite 
opposition 
Airs disagreements or conflicts 
Publicly states everyone's position 
to those involved in a conflict 
Avoids conflicts 
In a conflict, finds a position 
everyone can endorse 
Recognizes specific strengths of 
others 
Gives directions or demonstrations 
to develop someone 
Gives constructive feedback 
Provides on-going mentoring or 
coaching 
Engages an audience when 
presenting 
Persuades by appealing to peoples' 
self interest 
Gets support from key people 
Develops behind-the-scenes support 
R 
R 
45 
17 
32 
46 
64 
35 
5 
41 
36 
28 
18 
63 
33 
38 
14 
8 
67 
34 
59 
42 
58 : 
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Relationship 
Management 
Relationship 
Management 
Relationship 
Management 
Relationship 
Management 
Relationship 
Management 
Relationship 
Management 
Relationship 
Management 
Relationship 
Management 
Inspirational 
Leadership 
Inspirational 
Leadership 
Inspirational 
Leadership 
Inspirational 
Leadership 
Teamwork and 
Collaboration 
Teamwork and 
Collaboration 
Teamwork and 
Collaboration 
Teamwork and 
Collaboration 
Leads by example 
Makes work exciting 
Inspires people 
Articulates a compelling vision 
Does not cooperate with others 
Solicits others' input 
In a group, encourages others' 
participation 
Establishes and maintains close 
relationships at work 
R 
25 
20 
29 
50 
61 
11 ' 
7 , 
65 
* R = Reversed Items receded when scored 
(For details refer Annexure-9) 
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ANNEXURE-5 
Calculations for (participant/candidate) 
Group/Phase : 
ID No. of the Participant/Candidate 
1) Competency : Accurate Self Assessment (asa) 
Rater Group 
RD 
Colleague 1 
Colleague! 
Juniorl 
Junior2 
Q53 Q21 (R)* 
Q21 Q21* 
Q6 Q15 Group's 
Avg. 
ASA 
Final 
Avg. 
ASA 
2) Competency : Emotional Self Awareness (esa) 
Rater Group 
RO 
Colleague 1 
Colleague! 
Juniorl 
Junior! 
Q68 
3) Competency : Se 
Rater Group 
RO 
Colleague! 
Colleague! 
Juniorl 
Junior! 
Q55 
Ql 
f Con 
Q27 Q16 Group's 
Avg. 
ESA 
Final 
Avg. 
ESA 
Idence (sc) 
Q62 (R)* 
Q62 Q62* 
Q48 Q31 Group's 
Avg. 
SC 
Final 
Avg. 
SC 
4) Competency : Achievement Orientation (ao) 
Rater Group 
RO 
Colleague] 
Colleague! 
Juniorl 
Junior! 
Q52 QIO Q4 Q12 Group's 
Avg. 
AO 
Final 
Avg. AO 
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5) Competency : Ad 
Rater Group 
RO 
Colleague 1 
Colleague2 
Junior 1 
Junior2 
Q9 
aptability (a 
Q30 Q49 
) 
Q69 Group's 
Avg. A 
Final 
Avg. A 
6) Competency : Emotional Self-Control (esc) 
Rater Group 
RO 
Colleague! 
Colleague2 
Junior! 
Junior2 
Q60 (R)* 
Q60 Q60* 
Q37 (R)* 
Q37 Q37* 
Q40 Q24 Group's 
Avg. 
ESC 
Final 
Avg. 
ESC 
7) Competency : Initiative (i) 
Rater Group 
RO 
Colleague! 
Colleague2 
Junior! 
Junior2 
Q66 (R)* 
Q66 Q66* 
Q70 Q56 Q3 Group's 
Avg. I 
Final 
Avg. I 
8) Competency : Optimism (o) 
Rater Group 
RO 
Colleague I 
Colleague2 
Junior! 
Junior2 
Q2 Q13 Q57 Q72 Group's 
Avg. O 
Final 
Avg. O 
9) Competency : Transparency ( 
Rater Group 
RO 
Colleague! 
Colleague2 
Junior! 
Junior2 
Q44 Q22 Q47 
0 
Q26 Group's 
Avg. T 
Final 
Avg. T 
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10) Competency : Empathy 
Rater Group 
RO 
Colleague 1 
Colleague2 
Junior 1 
Junior2 
Q23 Q71 
(e) 
Q19 Q54 Group's 
Avg. E 
Final 
Avg. E 
11) Competency : Organisational Awareness (oa) 
Rater Group 
RO 
Colleague 1 
Colleague! 
Junior 1 
Junior! 
Q39 Q43 Q51i 
Q51 
[R)* 
Q51* 
Q45 Group's 
Avg. OA 
Final 
Avg. OA 
12) Competency : Service Orientation (so) 
Rater Group 
RO 
Colleague 1 
Colleague! 
Junior 1 
Junior! 
Q17 Q32 Q46 Q64 Group's 
Avg. SO 
Final 
Avg. SO 
13) Competency : Change ( 
Rater Group 
RO 
Colleague 1 
Colleague2 
Junior 1 
Junior2 
Q35 
:a talyst (( 
Q5 (R)* 
Q5 
14) Competency : Conflict 
Rater Group 
RO 
Colleague 1 
Colleague2 
Junior 1 
Junior2 
Q28 Q18 
Q5* 
:c) 
Q41 Q36 Group's 
Avg. CC 
Final 
Avg. CC 
Vlanagement (cm) 
Q63 (R)* 
Q63 Q63* 
Q33 Group's 
Avg. CM 
Final 
Avg. CM 
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15) Competency : Developi 
Rater Group 
RO 
Colleague 1 
Colleague2 
Junior 1 
Junior2 
Q38 Q14 
ng Others (d 
Q8 Q67 
0) 
Group's 
Avg. DO 
Final 
Avg. DO 
16) Competency : Inspirational Leadership (il) 
Rater Group 
RO 
Colleague 1 
Colleague! 
Junior 1 
Junior2 
Q25 
17) Competency : In: 
Rater Group 
RO 
Colleague 1 
Colleague! 
Junior! 
Junior! 
Q34 
Q20 Q29 Q50 Group's 
Avg. IL 
Final 
Avg. IL 
luence (in) 
Q59 Q42 Q58 Group's 
Avg. IN 
Final 
Avg. IN 
18) Competency : Tean 
Rater Group 
RO 
Colleague! 
Colleague! 
Junior! 
Junior! 
iwork and Col 
Q61 (R)* 
Q61 Q61* 
Ql l 
aboration (tc) 
Q7 Q65 Group's 
Avg. TC 
Final 
Avg. TC 
R = Reversed Items 
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ANNEXURE-6 
ACTION CENTERED LEADERSHIP 
A three-day programme for leadership within DSP 
who have responsibility for achieving results 
by getting the best out of people 
Objectives: 
By the end of three days each participant will: 
• Understand the actions which a manager needs to take to be an effective leader 
• Be aware of the skills in building and maintaining a winning team 
• Be better able to utilize the talents of individuals within their organization 
• Be able to develop skills to apply leadership actions back at work 
Programme: 
Day 1: 
The Challenge and Skills of Leadership 
The vital role of leadership in today's working environment; what leadership means 
and how we can best develop our abilities to lead by the actions we take; establishing 
the simple, but effective model of Action Centered Leadership. 
Actions of a Leader 
Through discussions and practical task we identify those actions which are most 
effective in getting the best out of people. 
Framework for Leadership 
Following the leadership tasks, a framework is developed from the observations of the 
tasks and our own experiences identifying how objectives are achieved through a 
process of key stages with associated leader's actions. A further task provides the 
opportunity to relate the framework to the work situation. 
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The Effects of Leadership Actions - Part 1 
A film case study to assess the skills of a leader in a real situation and hov/ these 
observations may be applied to our own activities at work. 
Brief for overnight task 
Day 2: 
The Effects of Leadership Actions - Part 2 
Following feedback from the task in Part -1 , we compare our plan of action to improve 
the effectiveness of a current operation with the plan in the film. Results will be 
converted in to leadership actions relevant to our own responsibilities. 
Decision Taking 
Leadership is essentially about taking decision. The ability to gain commitment from 
people requires careful thought in handling both the pre- and post-decision process. A 
checklist is built up through discussion and practical task. 
Delegation 
Delegation is frequently one of the most difficuh parts of a leader's job. The risks and 
benefits are considered so that the process of delegation can be understood and put to 
effect. 
Motivation 
How do we get people's commitment at work to provide the quality products and 
services that gain satisfied customers? Through drawing upon our experiences and the 
work of others we develop a checklist of key actions that can put us on the road to 
excellence. 
Brief for overnight task - " What is my Job "? 
Each member of the course is expected to prepare a presentation (on 
Transparencies) on "What his Job is"? 
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Day 3: 
Review of Objectives - Converting objectives in to action 
Presentation and discussion on the overnight task relating to actions which we take as 
leaders in our work place. 
Leadership by Communicating 
Consideration of how we lead by the way we communicate; Relating communication 
to motivation, decision taking and delegation. 
Practical Leadership 
A final leadership task to bring together the range of Leadership Skills identified 
during the three days. 
Course Summary 
An opportunity to consolidate the overall understanding of what makes an effective 
leader. 
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Management Development -II 
Objectives : On completion of the programme the participants will :-
i. Better understand 
a. Recent developments in the business environment and the ways to meet the 
challenges 
b. Their role in terms of the key elements of their work and for establishing 
and maintaining systems standards 
c. Ways of effective team working and development of subordinates 
d. Problem solving techniques 
e. Ways to make effective decisions 
ii. Be better able to 
a. Apply the skills of team building and work more effectively within a team 
b. Establish & maintain systems of work & standards of performance 
c. Achieve consistency in working through effective problem solving and 
decision making 
d. Communicate more effectively 
e. Make decisions keeping in view financial implications 
DURATION - 4 DAYS 
HOUR 
DAY-1 
9.00-10.30 Hrs 
10.45- 13.15 Hrs 
14.15- 17.00 Hrs 
DAY-2 
91)0-13.15 Hrs 
14.15-17.00 Hrs 
DAY-3 
9.00- 13.15 Hrs 
14.15- 17.00 Hrs 
DAY-4 
9.00- 13.15 Hrs 
14.15- 17.00 Hrs 
TOPIC 
Welcome/Introduction 
Present Business Scenario 
Your Role in the Organisation 
Problem Solving & Creativity & Decision Making 
Financial implication of Decision Making 
Developing Subordinates 
Communication 
Team Working 
Prgm. Review/Personal Action Points/Valediction 
FACULTY 
1 
D.D 
D.D ! 
R.K 
P.S 
S.K.N 
A.K.S 
S.M 
S.M 
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Programme on Enhancine Managerial Effectiveness 
Objectives : At the end of the programme, the participants will 
i. become aware of the changing business scenario and understand their role 
to achieve the organisational objectives, 
ii. acquire the managerial skills essential for their role transition, 
iii. identify potential areas improving their managerial effectiveness. 
DURATION - 5 DAYS 
HOUR TOPIC FACULTY 
DAY-1 
9.15- 10.00 Hrs 
10.15- 13.15 Hrs 
14.15- 17 00 Hrs 
Introduction 
Business realities & challenges ahead of SAIL 
Customer Oriented Planning 
SKS 
CS 
P.K.S 
DAY-2 
9.15- 13.15 Hrs 
14.15- 17.00 Hrs 
Intra/Inter departmental Co-ordination 
Implementation & monitoring of systems & 
standards 
A.K.S 
S.K.S 
DAY-3 
9.15- 13.15 Hrs 
14.15- 17.00 Hrs 
Inter Personal Effectiveness 
Profitability & Cost Management 
P.S 
DCA 
DAY-4 
9.15- 13.15 Hrs 
14.15- 17.00 Hrs 
Working Together 
Leading for Results 
S.Ml 
A.K.S 
DAY-5 
9.15- 13.15 Hrs 
14.15- 16.30 Hrs 
16.30- 17.00 Hrs 
Effective Negotiation 
Value Attitude & Work Culture 
Action Plan / Valediction 
S.K.S 
R.Kr 
S.K.S 
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ANNEXURE- 7 
EI Competencies and Clusters 
SELF-AWARENESS CLUSTER 
• Emotional self-awareness. Leaders high in emotional self-awareness are 
attuned to their inner signals, recognizing how their feelings affect them and 
their job performance. They are attuned to their guiding values and can often 
intuit the best course of action, seeing the big picture in a complex situation. 
Emotionally self-aware leaders can be candid and authentic, able to speak 
openly about their emotions or with conviction about their guiding vision. 
• Accurate self-assessment. Leaders with high self-awareness typically know 
their limitations and strengths, and exhibit a sense of humor about themselves. 
They exhibit a gracefulness in learning where they need to improve, and 
welcome constructive criticism and feedback. Accurate self-assessment lets a 
leader when to ask for help and where to focus cultivating new leadership 
strengths. 
• Self-confidence. Knowing their abilities with accuracy and allows leaders to 
play to their strengths. Self-confident leaders can welcome a difficult 
assignment. Such leaders often have a sense of presence, a self-assurance that 
lets them stand out in a group. 
SELF-MANAGEMENT CLUSTER 
• Emotional self-control. Leaders with emotional self-control find ways to 
manage their disturbing emotions and impulses, and even to channel them in 
useful ways. A hallmark of self-control is the leader who stays calm and clear-
headed under high stress or during a crisis—or who remains unflappable even 
when confronted by a trying situation. 
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Transparency. Leaders who are transparent live their values. Transparency - an 
authentic openness to others about one's feelings, beliefs and actions - allows 
integrity. Such leaders openly admit mistakes or faults, and confront unethical 
behaviour in others rather than turn a blind eye. 
Adaptability. Leaders who are adaptable can juggle multiple demands without 
losing their focus or energy and are comfortable with the inevitable 
ambiguities of organizational life. Such leaders can be flexible in adapting to 
new challenges, nimble in adjusting to fluid change and limber in their 
thinking in the face of new data or realities. 
Achievement orientation. Leaders with strength in achievement have high 
personal standards that drive them to constantly seek performance 
improvements - both for themselves and those they lead. They are pragmatic, 
setting measurable but challenging goals and are able to calculate risk so that 
their goals are worthy but attainable. A hallmark of achievement is in 
continually learning - and teaching - ways to do better. 
Initiative. Leaders who have a sense of efficacy - that they have what it takes 
to control their own destiny - excel in initiative. They seize opportunities - or 
create them - rather than simply waiting. Such a leader does not hesitate to cut 
through red tape or even bend the rules, when necessary to create better 
possibilities for the future. 
Optimism. A leader who is optimistic can roll with the punches, seeing an 
opportunity rather than a threat in a setback. Such leaders see others positively, 
expecting the best of them. And their "glass half-full" outlook leads them to 
expect that changes in the future will be for the better. 
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SOCIAL AWARENESS CLUSTER 
Empathy. Leaders with empathy are able to attune to a wide range of emotional 
signals, letting them sense the felt, but unspoken, emotions in a person or 
group. Such leaders listen attentively and can grasp the other person's 
perspective. Empathy makes a leader able to get along well with people of 
diverse backgrounds or from other cultures. 
Organizational awareness. A leader with a keen social awareness can be 
politically astute, able to detect crucial social networks and read key power 
relationships. Such leaders can understand the political forces at work in an 
organization as well as the guiding values and unspoken rules that operate 
among people there. 
Service orientation. Leaders high in the service competence foster an 
emotional climate so that people directly in touch with the customer or client 
will keep the relationship on the right track. Such leaders monitor customer or 
client satisfaction carefully to ensure they are getting what they need. They 
also make themselves available as needed. 
RELATIONSHIP MANAGEMENT CLUSTER 
Inspirational leadership. Leaders who inspire both create resonance and move 
people with a compelling vision or shared mission. Such leaders embody what 
they ask of others, and are able to articulate a shared mission in a way that 
inspires others to follow. They offer a sense of common purpose beyond the 
day-to-day tasks, making work exciting. 
Influence. Indicators of a leader's powers of influence range from finding just 
the right appeal for a given listener to knowing how to build buy-in from key 
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people and a network of support for an initiative. Leaders adept in influence 
are persuasive and engaging when they address a group. 
Developing others. Leaders who are adept at cultivating people's abilities show 
a genuine interest in those they are helping along, understanding their goals, 
strengths, and weaknesses. Such leaders can give timely and constructive 
feedback and are natural mentors or coaches. 
Change catalyst. Leaders who can catalyze change are able to recognize the 
need for the change, challenge the status quo, and champion the new order. 
They can be strong advocates for the change even in the face of opposition, 
making the argument for it compellingly. They also find practical ways to 
overcome barriers to change. 
Conflict management. Leaders who manage conflicts best are able to draw out 
all parties, understand the differing perspectives, and then find a common ideal 
that everyone can endorse. They surface the conflict, acknowledge the feelings 
and views of all sides, and then redirect the energy toward a shared ideal. 
Teamwork and collaboration. Leaders who are able team players generate an 
atmosphere of friendly collegiality and are themselves models of respect, 
helpfulness, and cooperation. They draw others into active, enthusiastic 
commitment to the collective effort, and built spirit and identity. They spend 
time forging and cementing close relationships beyond mere work obligations. 
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ANNEXURE- 8 
About HayGroup in Brief 
HayGroup (formerly McBer & Co.) is a US-based global management consultancy 
firm with presence in 47 countries across 88 offices. HayGroup clients come from the 
private, public, and not-for-profit sectors, across every industry. Their diverse business 
challenges mean that the HayGroup help them recognize and face their unique issues, 
as well as their unique cultures. They have an office in New Delhi from where they 
run their India operations. India is one of the main markets for HayGroup investments. 
They strive to make the clients more capable. They transfer their "know-how," so that 
- irrespective of the solution - client organizations are stronger as a result of working 
with them. Their solutions are never "one off—they always help sustain performance. 
HayGroup works with leaders to transform strategy into reality. They develop talent, 
help people be more effective, and motivate them to perform at their best. For over 60 
years, their trademark has been high-quality research and intellectual rigor. Quality 
data blended with great science sit at the heart of their solutions. Their 
recommendations are authoritative, enabling clients to make better choices. 
They transform research into actionable insights and focus on making positive change 
happen, helping people and organizations maximize potential. They have a department 
for Emotional Intelligence research and consultancy where the pioneers like Dr.Daniel 
Goleman, Dr. Richard Boyatzis, Dr. Fabio Sala, Dr. Steven Wolff and others 
contribute in carrying out continuing research and applications in the organisational 
settings. HayGroup has a branded, valid and reliable EI measuring instrument (ECI-
2.0) used for consultancy and research purpose. They allow the selected research 
scholars on global basis to use their research instrument for El-related research. 
HayGroup also gives free-of-cost guidance to their "approved scholars". This 
researcher has been given necessary guidance in research design etc. by Dr. Steven 
Wolff (Steven_Wolff@haygroup.com). 
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ANNEXURE- 9 
Background of the ECI 
• A Brief History of the Development of the ECI 
The ECI is a 360-degree tool designed to assess the emotional competencies of 
individuals and organizations. It is based on emotional competencies identified by 
Dr. Daniel Goleman in Working with Emotional Intelligence (1998), and on 
competencies from Hay/McBer's Generic Competency Dictionary (1996) as well 
as Dr. Richard Boyatzis's Self-Assessment Questionnaire (SAQ). 
Hay/McBer's Generic Competency Dictionary was originated by Lyle and Signe 
Spencer as documented in their book Competence at Work (1993), and revised by 
psychologist David McClelland after an extensive review of the literature. It is 
based on over 20 years of research initiated by Dr. McClelland (1973) with his 
seminal article, "Testing for Competence rather than Intelligence." Hay/McBer 
and other researchers have established that every core competency in the 
Dictionary reliably differentiates performance in a variety of organizations. 
The Self-Assessment Questionnaire was initially developed by Dr. Boyatzis in 
1991 for use with MBA and executive students to assess competencies in the 
Generic Model of Management used at the Weatherhead School of Management, 
Case Western Reserve University. The SAQ has shown a high degree of construct 
validity against a variety of behavioral and questionnaire measures. Since 1991. it 
has been used in numerous studies, including longitudinal research (Boyatzis. 
Baker, Leonard et al., 1995; Boyatzis, Cowen & Kolb, 1995). 
' Expanding upon Dr. Boyatzis's well-established evaluation measure. Dr. Boyatzis 
and Dr. Goleman developed a pool of items designed to capture the full spectrum 
of emotional competencies. Items were selected from this pool based on 
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conceptual and logical considerations. Hay/McBer consultants further refined 
these items to reflect developmental scaling, which is characteristic of 
Hay/McBer's Generic Dictionary of Competencies. Developmental scales were 
designed and target levels were identified based on expert opinion and prior 
studies. 
Boyatzis, Goleman, and Rhee (1999) outlined the rationale for the clustering and 
organization of emotional intelligence competencies. This important paper 
presents a more detailed explanation for the development of the ECl and the 
theoretical structure upon which it is based. 
• The Need for the ECI - 2.0 
There were a number of psychometric properties of the ECI that were not what we 
desired: (1) it was reliable, but the competency scales showed intercorrelations that 
were too high (this resulted in a loss of factor differentiation and threatened the 
concept of EI having various components rather than being one construct or 
score); (2) there was a desire to reduce the number of items (the feedback from 
clients was that the test, at 110 items, was too long); (3) we wanted to increase the 
validity, which was also threatened if the scales were too highly correlated; and (4) 
in making changes, we wanted to ensure that we maintained the high scale 
reliability. 
The sample of over 10,000 ECIs taken between March, 1999 and May, 2001 
provide "total others" item scores on over 4,000 managers and professionals from 
various countries. This data set was compiled and analyzed. 
The method of analysis was as follows: (1) look for items with the best Cronbach's 
alphas to their intended scale; (2) using a confirmatory factor analysis with oblique 
rotations, look for items that loaded exclusively or predominantly on one scale and 
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with other items from that intended scale; (3) drop items that had item-to-scale 
correlations with multiple scales greater than .60; (4) drop items for which more 
than 7% were left blank. This meant that people left this item blank and gave no 
response, suggesting it might be difficult to observe the behavior in others, or the 
item wording was confusing; (5) Look for items conceptually at the center of the 
definition of the EI competency; (6) look for items with distributed levels; and (7) 
identify items that had confusing or multiple phrases. 
These steps were used to identify the best three items per scale. In most scales, this 
was possible. For a few there were still four or five of equal attractiveness. 
Cronbach's alphas were run using only these items and reliabilities were found to 
be similar to the earlier ones. This provided confidence that we could reduce the 
number of items in the test while maintaining the structural integrity of the 
instrument. 
Since reverse scoring a few items could help minimize the effect of response set 
bias, we identified items that would be candidates for reverse scoring. We 
reviewed items from within this short list that had confusing or multiple phrases 
(calling for mixed or confusing logic) and made edits to reduce the number of 
words and increase clarity. 
• Emotional Intelligence Framework in Brief 
The Emotional Competence Inventory (ECI - 2.0) measures 18 competencies 
organized into four clusters: Self-Awareness, Self-Management, Social 
Awareness, and Social Skill. 
Self-Awareness(SA) concerns knowing one's internal states, preferences, 
resources, and intuitions. The Self-Awareness cluster contains three competencies; 
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Emotional Self-Awareness(ESA): Recognizing one's emotions and their effects 
Accurate Self-Assessment(ASA): Knovv'ing one's strengths and Hmits 
Self-Conridence(SC): A strong sense of one's self-worth and capabilities 
Self-Management(SM) refers to managing ones' internal states, impulses, and 
resources. The Self-Management cluster contains six competencies: 
Emotional Self-Control(ESC): Keeping disruptive emotions and impulses in 
check. 
Transparency(T): Maintaining integrity, acting congruently with one's values 
Adaptability(A): Flexibility in handling change. 
Acliievement Orientation(AO): Striving to improve or meeting a standard of 
excellence. 
Initiative(I): Readiness to act on opportunities. 
Optimism(O): Persistence in pursuing goals despite obstacles and setbacks 
Social Awareness(SoA) refers to how people handle relationships and awareness 
of others' feelings, needs, and concerns. The Social Awareness cluster contains 
three competencies: 
Empathy(E): Sensing others' feelings and perspectives, and taking an active 
interest in their concerns 
Organizational Awareness(OA): Reading a group's emotional currents and 
power relationships 
Service Orientation(SO): Anticipating, recognizing, and meeting customers' 
needs 
XXVII 
Annexures 
Relationship Management(RM) concerns the skill or adeptness at inducing 
desirable responses in others. The Relationship Management cluster contains six 
competencies: 
Developing Others(DO): Sensing others' development needs and bolstering their 
abilities 
Inspirational Leadership(IL): Inspiring and guiding individuals and groups 
Change Catalyst(CC): Initiating or managing change 
Influence(In): Wielding effective tactics for persuasion 
Conflict Management(CM): Negotiating and resolving disagreements 
Teamwork & CoIlaboration(TC): Working with others toward shared goals. 
Creating group synergy in pursuing collective goals. 
. A Summary of Changes in ECI 2.0 vs. ECI 1.0 
A few name or label changes were made to clarify meaning of scales: 
Leadership became Inspirational Leadership; 
Trustworthiness became Transparency; 
Self-Control became Emotional Self-Control. 
For ease of use and brevity, Conscientiousness and Communication were dropped. 
It is clear from users of the ECI and recent research that these competencies do not 
differentiate outstanding performance for many managers or professional samples. 
Also, due to high intercorrelation and conceptual closeness. Building Bonds was 
integrated into Teamwork. The Optimism competency scale was added back onto 
the ECI (it had been dropped from the original when creating the ECI 1.0). 
To summarize action taken on the scales; 
Conscientiousness was dropped; 
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Communication was dropped; 
Building Bonds was integrated into Teamwork; and 
Optimism was added. 
Another major action was to change the response set from a 1-7 scale (calling for 
the degree to which one felt the item was characteristic of the person being 
assessed). The new response set reflects one's observation of the frequency with 
which the person being assessed demonstrates the behavior or nature of the item. 
The six behavioral anchors are: 
1 = Never 
2 = Rarely 
3 = Sometimes 
4 = Often 
5 = Consistently 
6 = Don't Know 
• ECI - 2.0 Scoring Instructions 
> Administering the Emotional Competence Inventory (ECI): 
The ECI is a multi-rater tool designed to collect information from the 
participant as well as other key individuals that observe their work life. The 
ECI 2.0 has both "self and "others" versions. Others' evaluations can come 
from a variety of sources including: manager, peers, direct reports, clients, etc. 
To ensure that everyone completing the ECI utilizes the exact same response 
format, we ask that everyone use the response sheet provided. The response 
format is a 5 point Likeit Scale plus a 'n/a' (i.e., not applicable) option. 
Respondents should rate how frequently they exhibit each behavior (i.e., item) 
of themselves or the person they are rating. 
> Scoring the ECI: 
Please refer to the score key provided to identify which items are associated 
with each competency. You will be calculating a self and a non-self score for 
xxix 
Annexures 
each competency. We recommend using Excel or SPSS to calculate ECI 
scores. 
Sample data for calculating Accurate Self-Assessment competency scores: 
Participant 
Rater Group 
Self 
Manager 
Peer 
Peer 
Peer 
Peer 
Direct report 
Direct report 
Direct report 
Direct report 
q53 
2 
2 
3 
4 
1 
5 
5 
4 
5 
4 
q21 (R)* 
2 
2 
3 
3 
4 
4 
2 
3 
4 
3 
q6 
1 
2 
5 
4 
3 
5 
2 
3 
5 
5 
ql5 
5 
3 
4 
4 
3 
4 
5 
4 
4 
5 
*-(R) denoted a reverse-scored item. 
To calculate scores for each competency: 
1. To convert the responses into a number score, the first circle, indicating "Never'" 
is scored as 1, the second as 2, and so on, until the last circle, "Consistently,"' is 
scored as a 5. "Don't know" is taken as non-response, and should be counted as 
such. That means it should NOT be counted as a zero when the scores are 
averaged (see steps below), but rather should be considered missing data. 
2. For reverse score items: these items are reversed in the sense that "Consistently" 
means "Doesn't have the competency" and "Never" means "Has the 
competency." Therefore, if the respondent rates the person as a 1, this should be 
converted to a 5, a 2 should be converted to a 4, a 3 remains a 3, a 4 becomes a 2 
and a 5 becomes a 1. 
3. For each participant, calculate the average score for each competency for each 
rater group separately (i.e., calculate an average score for each competency for 
XXX 
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self, manager, peers, direct reports, clients, etc.). Do not include 'n/a' or items that 
are skipped in any calculations: 
Participant 
I 
1 
1 
1 
Rater 
Group 
Self 
Manager 
Peers 
Direct 
reports 
Average Accurate Self-
Assessment Score 
3.00 
2.75 
3.44 
3.94 
4. Calculate a single total others score by computing the average of the non-self rater 
groups' results from step #1: 
Participant 
1 
1 
Rater 
Group 
Self 
All non-self 
Average Accurate Self-
Assessment Score 
3.00 
3.38 
5. Repeat the above calculations for each competency. 
6. There must be two raters in a category for that category to be considered valid. If 
there is only one rater, we generally throw out that rater category. 
7. Note: A rule of thumb is, each rater or respondent must answer at least 75% of the 
questions in order for us to count their data. That is, if more than 25% of the 
questions are left blank or are answered "Don't Know," we don't use ANY of the 
scores from that rater. The rationale is that if the rater cannot answer at least 75% 
of the questions about the person, they probably do not know the person's work 
behavior well enough to rate the person on any of the questions. 
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ANNEXURE - 10 
Frequency distribution of Learning lndex{MandCom) for 44 Manaqers 
Learning Index Class interval 
(-88.42) - (-75.32) 
(-75.32) - (-62.22) 
(-62.22)-(-49.11) 
(-49.11)-(-36.01) 
(-36.01)-(-22.91) 
(-22.91)-(-9.81) 
(-9.81)-(3.29) 
(3.29)-(16.40) 
(16.40)-(29.50) 
(29.50) - (42.60) 
Total : 
Frequency 
2 
0 
1 
2 
5 
11 
14 
3 
4 
2 
44 
Relative Frequency 
0.0455 
0.0000 
0.0227 
0.0455 
0.1136 
0.2500 
0.3182 
0.0682 
0.0909 
0.0455 
1 
Frequency Curve for Participants' Learning Index 
*? ^ *? '-^ 
Learning Index(MandCom) Frequency 
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ANNEXURE-11 
PARTICIPANT'S FEEDBACK FORM 
(For Managerial or Technical or General Programme) 
Name of the Programme: 
Venue: Starting Date: Duration: 
Elements 
1. Fulfillment of programme objectives 
2. Objectives match participant's need 
3. Learning from exercises/hands-on/ 
Demonstration 
4. Learning from lecture/discussion 
5. Effectiveness of faculty/instructors 
6. Learning environment 
7. Quality of hand-outs/reading materials 
8. Relevance of this training in your job 
Performance 
Poor 
(1) 
Satisfactory 
(2) 
Good 
(3) 
Very Good 
(4) 
9. Suggestions related to course contents, faculty, duration or any other points: 
You may write (optional) Your name: 
Employee No.: Department:_ 
xxxui 
